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F 0 K S W 0 R D 

There has been, of late, a great deal of discussion 
dn the problem of citizens* grievances in the established 
ds well as deveibplhg democracies. The importance and 
urgency of finding some satisfactory solution fbr the 
pteblem are recognised on all hands. There is a growing 
realization of the need for an acceptable and easily 
accessible machinery for redress of public grievances, 

In recent years, the Indian Institute ©f Public 
Administration has conducted . some studies relating to 
some of the aspects of Citizen « Administration relation- 
ships. These studies were directed towards finding out, 
through empirical surveys, the extent to which various 
factors haye been contributing to the satisfaction or 
dissatisfaction of the public with the existing 
a dffli ni st rati ve sy s t em., 

The present study, was undertaken by this Institute 
at the instance of the Administrative Reforms Commission, 
It is based on an examination of a sample of applications, 
representations, complaints and petition^ received and 
handled in Government offices at the State, District 
and lower levels. The examination of the sample and 
its analysis bring to light the nature and extent of 
organisational and procedural shortcomings that lead to 
delays and consequent grievances. In the light of the' 

. findings of this study, some suggestions have been made 
for streamlining the existing machinery and proc^ures 
for redress of citizens* grievances. ■ 

It is hoped that the suggestions made in the study 
would prove of interest to the Administrative Reforms 
Commission and to all concerned. To the extent to which 
the official machinery and procedures for r^ress of 
citizens* grievances are str^gthened, the citizens* 
image. of the Oovernment would improve. This .would also 
reinforce the faith of the people in the democratic 
machinery of government, 

J.N. Khosla 
■Mrector, 

New Delhi- 1. 


Oct. 24i 3967, 
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'• ’Tln'is stuay awes 'iis origiii , a.^ rsooQMen 

in th-'e-'^iaterim''' Heport of the Adm5nistratlYe Raforms 
Commi'sslon oh problems of redress of citizens^ grievances- 
The recommendation Is to the effect that the responsibility 
of the .depar'bfcehts'to deal effectively with the citizens^ 
■g3’i'e'.'anc03 ■should squarely be faced by them in the, first 
instance' and feat; foi’ this pui*pos,e}, the existing , ii; ’ 
(A". vernmvntal machinery' arid proeedures, should be suitably 
■■■f-stfehgfecnech The intbrlm report emphatlcalls?' states -that 
the- proposed institutions of the l okna l and, the I.okavukta 
d'h ’-iibt absol ./e a 'department from fulfilling its obligations 
to the'- cltl2ens, ’ ' 


i:/. ; 




The- value of 'the system^..pf;..Qrabud sman as the' : ■ ■ 

■ citizens* defend er^^ ^ i;_Sj , wi.h ely , reqo'gni seda ■ Tt l-sy. -ho w-ever j 
apprehended by many (and, the A, also ' has allpded. to- ^ 
this) that an institution.p.f the type of Qabudcman in a' ' 
coun'try like India with .a„., vast,, area , and population' would 
require a very large. the .system- jaa prove' 

unworkable. The lnte,ntit^n.,pf the ,A,.R*Gci is that this 
institution should not .infringe ..the '.’existing.., system of 
,j udi ci ary., ad mini stra ti v_e , .^.i^.ibu-nal'-s-sc appeal s- 'to .-s'up ©rldr. 
a ii thorit i es a gainst . the^ Qrd.er.svol; , suhb rd-ina-te,' aU'thoTi ti ©s’, 
In other -words, the. proposed institutions- would be 


p 






4 4 -1 ■ ' ■ ^ 

. 4fcX*f. . . 

■■: , , , 

expected, to deal ivith only sucl^ matters for which remedies ^ 

are not available at'present or where, fo? any. valid 
reason, the-ci.tizens cannot" mfeke'''fuir u'se’ .o^fr the^se" ' 
r-medios. It Is'-obvlots' that'ff' the of ficlal- machinery 
10. r dealing with' •■application s' and hearing. .of appeals 
..and-, complaints, is jupt, and. q nick,- the'^^n^^^^ 

zonsdto- approach- the.'-Lokpal and the 

flrln';raai;' , Th.e .focus' of bur study accordihgiy is.- to''- ^ ‘ 


- oxaraine .artd sugges'b .improvements of the e3d.sting m-ac'hinery, 
• . The study is ..di.yid.ed' info four Chapters.' 'Chapter I 
tp-ro-vid es .'the context and a discussion Of the theoretical 


.. and ,, ideological 'concepts of the problem. Chapter II # 

i; -provides 'the historical a.nd'' contemporary porspectives, 
including a brief description of the .existing machinery 
and procedures for redress of citizen's' grievances in ■ ' ■ 
various States. ' The former provides, so to say, the' 

.1. rawe-wcrK and the latter the. background.' for the chapters 
taat follow." These two chapters mayr-thowever., be dipped 
over by those who are not eoneer.ped ei th ef wittf theoretical* 
discussion or historical background. - o ■ ■ ' 


Chapter III deal s.,;vAth pu-r.. field inves;tigationoi;’^''\-^ ' 
and data analysis, It ..descrlb'es,,- the- salient charae- , 
eri s t.«ics of our sample and'..brir^g;0'u.t., oh the basis 
o j. empix.lcal data, the defiGienci-ehyth-at' be^e't the ,0" 
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^ raaGhin I'o’ir 'handling 'appllcatioris from 

, h.^eflclencles and- ■goes^ tp.„ :suggeit ■■measuTe^-'f or ■ ?4o val 

o;,.remodyfa|^^6r these, ^^''that ■fhe weakest 

,l,.fek..,an.-...'tb'e .ohain can be strengthened to. appro jdk ate" to 
■■^he strongest,’’ - - ^ . ■ . - ■; ■■. ■„ 

. .. -■it^ay ws,amed OU R,* ^tatesV Hamely, 

=:«ahra,Praaesh, Maharashtra, Orissa ana .Itejisthan.'' About 

,%50 appl-ioat-lons, ' reprssentatloAs, etc. ^om tha public, 

.. ncl'i9,g_ .cc,yerhmont employe aa,' We examined ' Ih the 
■ep^ces at; the- Wt, Bistrict.-’iehsl'l and BJpCk level s. 

« also ..held disousspns, singly 'or In groups,' 'wl'th about 
p i.eoretai'les.,3na H|ads,of;D.6partiiients, 6o' District Heads 
of peEartments, Including , the Collector^, ■'ana about 'lob' 
o free staff , inoiudi^ .^E.arlnt'ena'eht's/H'Bad''caerks;’' '* 

Boeau,s.e o* .*ae' 'sKdftage,r .tine f, 'vie douid _no,t,„rtsit' ^ 
i:ent,l ^toyarnriW offices. no;r;tife''bf flees of the local/ 
uroea Governments; " -i*, however, feel that our Wotmendatiohs 
' to the writing of these oX-'flces,.. as* ' * 

■ ■.d,,.d-6. a -jy other office. This, however, does not 
, ;i'eoluae the need for specialised studies In depth In 
the context of the local situation In each office. ■ 

In conducting this study, we received generous 
help and cooperation from all quarters. Mrst and foremost. 



¥9 wc'uid lik9 to- -aeknowle^ge our 'deep sense of gratitude 
to Shri B. Meh'ta.,' .formerly .Chief Seoretary, Rajasthan,^^^^ ^^ ^ 
for his ijftvaluable. ad vtqe. in developing our approach to 
this problem ■■•and in going through thelh-teirimreport-- 
prepared' 'by- us. ¥e would .also like to piaCe on recor’d 
our thanlcs to the State 'Governments of Andhha Pradash, 
Maharashtra,"- Orissa and Saja.sthan, for their ''permission 
to see 'th'ei'r'- reoondsi.and ptheP- fa oil i tie's extend ed to us. 

We are gi’a-t^fulo-.-rto .'Variops-.pf fi.c^ and staff - 'too "numerous 
to be’ ment-ibhed individually - .for their help"'and.''h6ope ration 
in giving u-s the-.' benefit of, their viewsi " " ■■■•'''•"Xoo^- 
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A. The Conte xt : 

The Administrati've Reforms Commission, (referred 

to here'sfter as A.B.G. ) in their interim report on the 


problems of Redress of Citizens' Grievances, have 
strongly recommended the strengthening of i:OvernTrr.-nval 


'Qachinery for redrt''ss of citizens' grievances, the 
ultimate aim being to strengthen the institutions of 
Lokpal and Lckayukta, suggested by them. Those proposed 



institutions, according to the into rim report, do not 
absolve the (Government) Departments from fulfilling 
their obligations to the citizjen, Th.e report asserts 
that the Administration itsolf must play the major role 
in reducing the area of grievances and providing reu®”* 
dies wherever necessary and feasible* The report sls^ 
de clare 3 emphatically that the re soensioility pf the 
departments to deal adequately with public grievances^ 
must SQi srely be faced by tiiom in the first instance. 


Theoretical and Idao logical Concepts : 

The pre.sent study dealing with machinery and 
procedure/for redress of citiasns* grievances exist- 

■ ' , .t'* ■ . 

Ing at the State, District and lovier levels, springs part- 
ly from the afore-mentioned recommendation of the 
i.R.G. and partly from the concern of our Institute to 
examine the citizen - idministrat ion relationships in 
the conte;xt of the developmental democracy. The latter 
aspect has,' as its theoretical orientation, the follow- 
ing issue s ! 

( i ) The Organizational Dilemmas ; 

The organisational principles have been under- 
going changes under the impact of the mechanistic 

and behaviour! Stic schools of thought. The mecha- 

2 . 

nistic principles such as the lines of communi- 
cation, span of control, unity of command, etc., 
which wi-re once regarded as the true basis of 
a sound organization, stand modified today in 
the light of considerable research work done, 
and remarkable results achieved, in the field 
of human relations or behaviourist ic approadi • 
to' the 'prciblbms - of an;, organization. Evan this 


2. These according to Herbert a. Simon are no more 
than"myths and proverbs’*. For a further exposition 
see Herbert A. 3 Im on -Admin i st r at i ve Behaviour, 
a study of decision malting proi^ sse syin adminTstra- 
ITive "" brg'ani zat i ons . N . Y. Macmi 11 ah , ( 1 ^ 54 '). . ' 
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doG,S;',mpt‘ seeiii wholly es^lain the current 

dilemmas in it he- functioning of organizations. The 
large-scale and- complex organisations of today, re- 
sulting i ne V it ab ly f r om .'the'.- - r ap i d hnd ' 'f a r-'re a chin g • 
advancesi ln modern.nGienc^ and .te chnology , seem t o 
defy all: gener alizatiocifi about the chief ingredients 
of their efficiency. . 


Modern , Organizations give rise to many conflicts 


: ■ and dilemmas.. For instance, organisations come into 



be.ing- for • achievement of certain specified goals but 
in actual .practice the. organisatic: 0 f/ goals tend to get 
.subordinated to .-.or . repla.ced by the nari'ow personal 
goals of the men in them. . The organizational pro- 
cedures tend.tp . masquerade as. .ends, rather than 
serve as a means to. an end. 

Moder-n Organisat ions ’ also ton.d*to operate under 
many , .dysfuncti.onal .pre,.ssure.s generated by their size 
.0,3.. h.9bert..,p rest has puts it as size increases, 

morale de ere ase^ s . .... lovier productivity and absen- 
teeism are also associated with organisational size." 


3. For furtijei study see Victor a. Thomp^son, Mode rn 
. Org-at^'sat ions'; 'New ior*ls, iilfred a. Khof-f (19631. 

4 . Bobemt prqsthus. Th e. 6rg.a.n.i zat. ion al Socie.ty An ' 

■ -Ana lysis bnd a Theory, ■r?ew -lork, ^:^l’fred ArlKnoff, 
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They also' e 


xhlDit , to quo.te^ Presthus again, « a , built-in 


3.:.nflict bstwe'’ati‘--authcrlty based bn p^?sltion ancl authority 
bes0“'J 'u-Jori' skill.'* ■ ' : ■ .■ 

(Ti) Demo cr ati c 'and ''■/el fare- state- Ideology ; ' 

The rjeiiiocratlG, Yelf are-st ate goals*and- value-s 
ensnrinod in the Indian Const ilfut ion with their emphasis on 
such .lofty principles as the dignity-of.,.: the' individual and 
j^.stict- for all, dc net seem to harmoni'zb with the dilemmas, 
conflicts ana contradictions' that- plague the .'modeirn.. administ ra- 
tive organisations, ■Commitment t o. the'- ideologie s of demo- 
crat ic~ so Cl all st- wif are state t hr ow -hew ahr3 he avy t asks cn 
. i.-uninistrati^-n. It adds to the'''eXo'anding -rssp.bns'ibilit ie s 
of Government. These are" net- -capable Oof being . discharge d un- 
lass the organizations and persehrieT feeing these: tasks keep 
themselves fully alert and'their- procedures up-tc-date for 
overcoming these deficiencies. ' ' ■ " . ■ 

•(lii) Obsol ete Rules' and. P n offedureQ .h . o- 

The new- gcoals and value's ' ad opted hn the oost-inde- 
pendence er a ' are sought to be achieved' x^ith- the help of old, 
inaerite] rules, re gulatl’-ans -and^p'rocedure s , iiiach< we're ge- 
nerally negative and inflexible. ...They, re perhaP.s . quite 


•-ct-'ln'' ?/h f 'favour .of b'b44 ,a quick ' 

-‘r^vife icme s*5in and again, to 

e^ch -ime'^the policies and at 

The r-'4u^t^ls th i was. faced with new situations-. 

r..su-lt is that official manuals, which .guide administrative 


adequate to subserve the needs cf the former alien rulers 
who viere primarily ■ ccncerne d with maintenance of la¥-and- 
crder'and collection of revenue'. Based on the distrust 
c f the lower units of Administration by the higher levels , 
caution was the. underlying thenK3 of these rules and re - 
■ gulations. The continu.ation' of ' t he basic structure of 
old A'lministr^at ie-n vrith its obsolete and worn-out rules 
arid re gulaticnsv,.h.*-.s le d to a maladjustment 'between 
Idaclogies-rind adm.lnistratlve functioning - a maladjust- 
obant which seems tc have grown into a serious malady 
■with thS' phenomenal increase in governmental activities. 

( i v) Bure au cr a cy • ,vl s- a- vl s ■ t he uh sop hi st i c at e d clt 1 ze n s ; 
When Administration .lacks, inner. '-.vit ality to meet 
t'hi; challe'ngin’g demands made ppn it , -'it be ccms s defensive 
••and degenerates into, its 'pathological"' form called bureau- 
cracy. ' Bureau cr gey, -in. the negative ■sense, cf the word, 

is gene^.^aH-yoh’ssp.biated-.O'with f actprsjmatiiBg for delays, 

' ■' i] '''ill-- ■■■l- o i . 

Ine^fft-ciericy, ■ ifiipe i* serial administration, corrujption, 

s af e -p layin g , e xce s slve . re g'afd and.- undue- 'f oiyere n ce for 
rule's' and- pTocedures'’ ; -and ■ '■ : similar.'. 


■act ions and whldi , but for the'pie ceme al changes , would 
have .'been , comp-le.t.e'ly out of. date, are crowded with a 
plethora, of "...dorrecticn slips”, -■ 'if they are Inserted 
all and regularl.y . labyrinth, trie admin.istr 3 - 

'.to'r-sToday have to waste a great 'deal of their precious 
time groping for their way to discover props for their 


actions -and exiilanati'^ns for their b??havicur when con- 
fronted with questions by; audit or in 'Parliament. 
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ills. Under a bureaucracy pervaded by these ele- 
ments, any citizen would find himself helpless in 
getting his difficulties remove ! or grievances re- 
dressed. The situation of , the p*or and ignorant 
citizens beggars description. The unsophisticated 
and illiterate mass of citizens would appear to ne 
baffled. by the amazing complex;.itias, imposing con- 
formities of modern bureaucracy and impenetrable 
,in difference of the buraaucrats to public interests. 



Ualzac terms 'bureaucracy as a gigantic power 
manipulated by dwarfs'* Chuotod by S.C. mbe , iM 
p.351). If administrators are ''dwarfs** in the 
faqe of the big bure aucr-atip-. organisations , the 
common, .citizen wo'uld seem t o be/pdwe rle ss even 

hpidreitiha'seviawal'f h,* ' % /.I'll 
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CJ* Dignity of the Citizen in a Democracy ;■ 

Many .grievances; have their source in the in- 
correct relationship of. the administrative personnel, . 
with the citi sens. - In -a' democratic set-up such as 

. .... :■ . . ' -e'' ■ 

ours, the citizens , in. theory , are the masters and , 
the Government of f i cial.s their servant s but in actual.. •- 
practice, the concept,. often appears to operate in a . ; 
reverse order. Hfeile . a’ Government o'fficlai 'enjoys, 
certain ooiAiers vested in him rs a trustee holding 
a public office to act according to , due process of 
law on behalf of the ci t i'ze h s ' co lie ' c tl ye ly , the , 
individual citizen . suffers , in practice , from ignor an,ce 
and appears much too w© before ,.a Government ■ 

official. It is because of this twofold aspect of .. 
citizen 's he Ip le ssne ss in .the face of ' government ' s 
puissance that . Government ■■servant s often assume a ^ 
sup-iri'Or posture and behave'. ;in differently towards the , 
citizens. 



'• l*LerG governments .are organised „;by\a consti- 
tution which' makes the general body of citizens 
the ultimate posse.ssars of political' pivser '■"aTl ■ 

. a ge ncic s "of G’O’ve fnme'nt - le gi si at i ve , e ji© cut I've 
and judicial must, fee .prasuuBdi to oye their ^ 
ult iijiate 'royalty''"t'o’ the' 'Const it ut ion i.e. to the 
citizen as p .pe.rpetual .ah-i comprehensive body” - 
.DiG..-"'Khr,ve ,' '?’ Citizen' and '-Admini strat ion - Mutual 
Re spon.se Indian Journal. , of . Rnbli hi Administration' , 


To our suggestion that a citizen to whom a negative 
reply was sent., should not, only 'he told the reasons, therefor 
but he should also he invited for a discussion in case he does 
not feel satisfie with the explanation, some of the officers 
inter vie. veil by. us replied that alre ady too many of the citi- 
zens v/ere coming; to the.ni uninvite d, and they would not like, 
or would hot be. able to cop® with, any addition to their 
number. Similarly, some other officers said that too many 
poop.lB came-to them with grievance s, whi.ch on surface appeared 
to be quite, genuine, but i/hich in real-.ity were non- genuine , 
frivolous or evep. maXicloua , such people- ,■ to. say the 

least, d8ser.,.ved to. be ;t. re ate d; in a summary way. o.- 

... This is in.di native of. the; dilemma in adapt i.hg. the 
legacy of ., colonial administration to the expectations of 
the pres.ent; democratic, .aiministr ation. ,:The autocratic manner 
and mentality of the former , alien- rulers do not :seQm.'to have 
completely yielded place to the service outlook .among public 
servants. . While conceding the time-lag, we may not allow this 
to degenerate into a cultural lag. 

Rough and curt treatment, even to those _ citizens who, 
eithe_r i.innocently or deliberately, m.ake a: nuisance of them- 
selves, is . not justified in-- a democratic society. While 
Govornment^ officials have vW rightR.and rsashn to. be firm in 
.such -'-case ..s, '.the -re is, no justification for. what - ap'pe area to - 
us, a -plea on the part of ';spme:-..p.ffioera,ipl* an' oter-bearing 
brjhaviour towards the ignorant or the erring citizens. 

Gitizens may be mistgken in making, a false or frivolous' or 



malicious; complaint ■ 5 r^. but it does not, in our view, 
merit ■ supernilipus'-iisposal; ' it' 'deserves to be handled 
through ah’ enlightened and ■courteous communication of 
a firm policy . or ■ decision. .^Firmnehs '-shoul-d not ' mean dis- 
courtesy pr^' rude ness towards the- citizens ; in' fact , : ■ 

real firmness con si.sts, in scrupulous adherence to' est'a!-’,.. : 

blished .p olic ies-- tempore d., with due courtesy and -^ 41 * 0 spe c?b 
-ad'e'il 1 ■ ' 

to the > ':"of-'' ' dignity of. th'f; 'citizen, Wa are con- 

vincC’d that,, -with ■■ne'c^ss ary t .g'ct and patience, this is ■ 

possible of a chiete-'ment. and- anything’ to the contrary ■ -d. 

■5.rould si-gnify abuse of- authority -and a negation of ■ ■ " 

.. A # . . ... ' - - - 

the democratic principle- of dignity of the iri'divi du.*!., . 
a principle ’ which our Const it, ut ion- force fully’ eirph’ar’ 
sise s.'^' ■ .. .. 



D. The' Accent on ere cy - . 

r-; .'c; :; ■ ■ -d'. ^ \ 

Cevernment offices. are plaices of public tfust-o'-'o-i-fhey 

shojl.l function- openly, as fat as applications 'dt c;- --from 
public a're' concerned-. ./-That -is to say? the c’lti-zeh’s '■ 


shcul.l have the- right .to,, know the action taken or pro- 


posed to be taken on -their., ..applisations. 'fHib-'very 

information is, hoi^ievor, often denied to t’he cittzbns 
un -er the plea of secrecy. No~wDn',der, then, -that the 
.'j. citi-ze-ns. often suspe.ct the- .administration of acting 

influenti,al citizens.. , a-teinist rat ers-, on tthe other 
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hand, soraotime s charge the piibliG; non- 

genuine or malicious eonplaint-/ pThi'S^^hreeds irutual dis- 
trust between the public ancl tte. civil servants. 

■ The position of Goverament Servant s ’ 

Even in the initial st ages ^ of ' our: study’ we -were 

confronted with the que st ion whet her;, Gove jnme.nt servants 

•shoull 'be' in eluded in the cate gory of., citizens-, -^iiose grie- 

■vances lAie" -^jere considering:., The int e.r im reo ort of the 

A'.R. C. bn"’ Citizens ’ Gr ie.v an ce s ©.secludes ■ Gove rhme nt servants 

from the jurisdiction of .the lo.tP al CTn'-h- the Lokayukta,. . in 

as much as their grievances rellite ■ .td the action taken in 

resj ict of appointments 5 removals^ pipy , discipline , super- 

t "■ ■ ' ' ■ 10 . 

annuation or other personal matters. ' ■ ■■’'•'e' ’were , howver , 

of the view that Government employeias too have" their 'grie- 
vances, often, genuine ona.s. , ■ Tpis d'ut in the 

Report of .the Department- f or -Removal- of Pub lie Grievances, 
Rajasthan, according to v^ich in . one' year, tliht' Department 
roceive-d 1956 grievances from Government' empld^e‘ is as against 


10., Government of India Administrative Reform's' Commission, 

■ ' : Interim IvObort on Problems of fi-edress of Citizens^ 
GrieiFah.ois '1 1966) . 'p 15. . . ; . ' " 

'■ p. ... . 11 
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received from the ^gener’al .-public. . 
Qur stpdy of the prohleni in the vSt ates irisite d by- ■ 


; us f urt he r ^ eonfl-ritn-s ou,r„ be lie f /for' the Bee d . for 
f speedy ;pdr^ grievances of individuar 

j Government ■ employees. . 


11 . Gove rnme nt ■■ of R.a j.-ast han.,' Eep art rre nt ■ for Re moyal-' • ■ 

of Public Grievances, £1 r st (19^4- 65) , 

■ p . 6 . bome _ of the- m ora sigrilf icant •‘ahhi. a.el aye d 
cases mentioned as disposed of through the inter- 
ve.ntion of this Department ' ara,' listed belbW ^ ■■ ■"■s-i'-’ 


(1) An iisslstant- inspe.ct-or-,.Weig.hts-'&Mea3hre'h-v- 

15.7.64 with the grievance 
that . he had not .b •sen-paid, the- arrears -’oh ■ a'ccOiiifit 
of increment -‘Since ,25.9. 62 . On receipt of the 
, .:thG ffietter, was:, taken upiwith'^the -suthori- 

■ ties concerned and the arrears were' paid on 4.X.65., 

.(2) a' class IV servant represented on 4. 6,-64. to 

i'thx.s .Dep.srtmente^that..!.t.h'o!tt:gh ,h©.,.-h;ad.Tetdre.d' frd'm^'-''' ■ ' 
Government service about 3 years ago his pension 
■ . case, had not been finallSedii TKe^miatter "was t ak-en 
up with the Revenue IB part me nt an.i the sanction was 
■ obtained which.re s-ulted An the.rfinalisation-b'f t'hfe-"'' 
case by 23.10.64. 

' (3)' An employee ' of a Collect or ate represented 

to this Dep artment • on 10;8,64 that he had _n.ot._r,eT: 

neivea a sum of Rs.900/- on account of his claims for 
the ,ye.ar.,..19^. ..TRe m?tter..'WaS. ,t akea-.-up- .with, the 
con.eerned.-.authoritie.s .an-drpaym-ent finally "m-adB ' on 
'12.1.65. ■'■:■::■ .1’ 

- ■ ■■ --■ -Cd')' A.r.etire'd Excise-.^:In-spector made a co'mplaint 

. to this Department on 9.6,-6,4,tQ-t:]rK effect that he 
... was .ordered .to officiate- -on -the p.ost of- the Assistant 
, ., Comiihssipnep, -Sxcise-. -and.,; Guistotis Nagaur for - ab.out 
. . t wo m ont h s, . ^i-th e f f e,ot .f r om ' 3 1.9 i. 54 , b ut The , wa s n ot 

sanctioned any remuneration by the authorities con- 
^.r..., he'rned:...-..!.,;.Tha.,,.'matte''J? -.was- t-aken.up with -the concerned 

. .....^ ..... -re-quiredG sanction 
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Looked, at fr.om la purely utllltariaa angle, a sound 
internal , arrangement for •prompt removal of the -genuine: grie- 
vances of Government employees would be, to the advantage 
, of , Government no less than that of3-e,Taplo;yeps.^ .Dis- 
contentment, genuine or imaginary, is the 
m'Or.ale , and , low morale is incompatible with high level' 
of p,pt:;^pvnrai:vce,V-;.l'il^^^^^ says G? lie rman.,-: " are too 

timid. or t,oo.. inarticulate to present their , case.' e ffe ctive- 
ly*”,,. , -tni .he ad.ls ..-Qu^itp ^ often .'an employee will not 
'"'wish to brin.g .hisVdissati''sfja.ction/to tte attention ' of his 
_,sup.rior. !|l'',raay' ,^rf 5 f^ij't,Q,.,,suf,f^^^^^^^^^ . He may 

p‘e':' h'fefs Tear" that having" once' compiained he will thereafter 
be sus«.oct If . being a tal content. In ■ as much. 'as agita- 
tions •, and/ strike s to 'which Government employees ■ seem to be 
''■resorting more and. more, symbolise the pent-up, cumulative 
grievance, s against the. re al or supposed unfairness of Govern, 
ment towards its employees, Governme...nt’vwi.Tl be/doing no more 
than serving,.its..., 9 wn"' interest s-lf it tOfOk; all measures within 


■ vras issued on 9,. 7.. 61 and. ne.oe ss.ary amount :was drawn and 



sent to. t-he 'Assist aht,.-. Commissioner j-vE^.cise j.: Jodhpur, for 
disbursement .t o the r comp iaina 51 ^ >, .. , i.v. ■ ■•.■•: 

■ .T.he '._cause.'s_ qf/.del"ay...wer 8 ;. e-:?£amine'd.- and:: it- wa-s..- found that 
the c.pse waS , de.laye 'd 'bn. acc^jlht of- the negligence of a 
de,alijn'g‘plBrk:-,a'gaihst-'whcm'/^action. Wad takep^by the appoint 
..idg - .aiithbr.ity .on ’1 Ife b asis-mf;. the ;re.comBB.p!l-at .iop made by 
this 'Ebpaftment, "b^"'i'ssue.' of a written warning to him. 


Oellorman, The... Management -of Human Relations 
E.inehart and Winston , .1966) ,'. p .75. 

pp. 77-78 
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employee 3 ' grievance s and - . ere ate an impre ssico • 
of, being fc^r with reference .to,-: the complaints of its 


Tie Vance s of Government employees 


because the position of Government employee S' is 


still weaher than that of the ge ne r a 1 ■ nub li o vi S' 


Government authorities.’ . The.refore'jWQ 


in adiition to the existing, machinery of 


btaff councils etc. .the official .machinery-' and ^-pr*'*’ 


ce dure '.for redress of citizens’ griev.pnces 'should be 


of .'Individual 


Government 


have suggeste.;:] the .appointment of a Grievance’ Officer, 
for- each Dep art mo nt /Office 5., and we feel, that the good 
offices of this officer shoul'd be av3ilable_..fo.r ....re d- 


of indivi-dual Government e-mployee 


lha Govt. Servants’ Gon.luct Rules put many restric- 
tions on Govt, servants; while the - general public 
do not suffer from such r^^strictions.- 


{ 14 ; , 

pj-t 1 A-'imin i st, r at 1 - ':'vli6 n at lon_;_ 

■ 1 - There are many factors that -mate for alit^ nation . 

'■■ ■ : ■ , . ■ ci i S 0 

hot only of cit izens' from, .Administration / Administra- 
tion from citizens. ■ 

Y T V ^ 1 1 a n-^t i on of Ci ti zeas. 1 r oni A ^n ist r at 

hotwithst q-nding 'the arrangement ,s made, or „ 
instructions issued, by St.ate Governments,, u-eficiencies 

structural,- 'pro ce,dur.al. and,-, emotional - •Came to. our 
: no.v i'ce at ev-ery' stag® and ^at every level. ..While we 
shell' de-1 with these- somedetail 
later- in' t-his report , cert a in factors came .to our 
net i ce'-”; very forcibly again and again* These,., factors 
tend, in our vi6'>f ' to alienate citizens -from Adminis- 

. tratiori and Administration from, .citizens. These 

factors, brought to our. knowledge e it her through our 
own study or through discussions with officers at 
various levels, , are s ■ : 

'"''‘' (q). Delp 5 rs, - very ofte-n.. avoidable', spmetimes 

' in ohdin eta ,• 'invariably, inexcusable-- continue ■^o,,',occur 

in 'bhe disposal of applications and petitions of citizens 
as T^oll as of Government, employees.^ It .appears that in 
se yer al ' Crise s delay.svare^.'.not due;, ent',irely to^ faulty 

or comp-lihatod' iu-l-ss, ;or:,'procod.iiresr,4r mors 'often than not, 

'they arh due ‘to thef ■.'..defi cisneies ,in' .character or apathy of 


16* The word ‘alien at: t Oh '"is used here in' the sense of 
mutual aloofness' of citizens aud administrators. 


P 


is: 



human elenBnt , including the laxity or _ lack , of, ... 
supervision. This latteT' aspect struck us with 

considerable force again and again when we found,, ,■< 

. * q . ■ ' V' .... ■ ■ •■'1 . ■ ■■■ ' ■ ■- ■ ■ q" ■' - ; ' 

that even simple • applications or petitions, not : 
'involving the application of .any complicated rulo. • . 
or procedure, re considerably del.gyed or that the.. 
st,atement of pending cases required to bo put up under 
. the- exist ing- instructions vere in fact net being put 
'up. : . . . . „ 

' ^£b )' Tdo riu.qctai owledge irent t " . , 

3y and large , tte applications , and represent a- ■' 

' tions are' not' acknowledge d, even -where specif, ip instruc- 
tions for doing so have been issued. .. This .leuyes 

the appll'Gant'’--'in--~'a st'atb'” of uncert ainty and, compels, 

him, to make per sbhaT''’¥pproad^^ to the Administra- 
tion either direct or through middlenen. .such as other 
Influential persons or parties, at considerable expense 
■'of time and energy of all ccncerned. This invariably.;-' 
provides a breeding ground for m,3ny a malpractice.,-, 

I- on- acknowledgement also leaves an unfavour ab-le 
impr-ession on the ' mind of the applicant that , the 
■Aciministr, 3 tion is indifferent to his '.app.li cation. , .. 

■ 'have ' 'co'me across c.ases where, though Administra- 

tion" 'may ha^ie initiated or even completed, action- 
on' the application, there were lapses in the commu- 
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tc) Ce romunicatlon Break-dm^rnQ . ' . . \ 

'Th'-- ri '-iU ini strati on doe s not seesi to be keen on 

creating a favourable impre sgion of it s aorformanc^ on 
citizens. from non- acknowledgement of; applica- 

tions, it often dees not inform^ the citizens eva«. where 
action or decision has been t aken, on .their application. 
-0-^l£„th6_cas^of_Ju only jg j_t important that 

on^jon^ ze n * s app li cat i on sh ould .be 
S^tjgPJilomatli,^ should _ appear to. have .been 

--•=^-Li..-££.2 mpt ly Prompt action and proper .communication 

v.isi..ns long way towards enhancement of satisfac- 
tion among citizens with Administration. : 

ef, Administration, from Citize ns- ; 

■ ■ ^9) Inj gn fere nee in Administration 

There appears to be g growing interference in the' 
’-ay to day working of the Idmini strati on , at all levels, inclu- 
ding interference from those ele-cted to various offices, 

-"li gil ciHci iow"* 

( b ). ‘ Won- genuine requests ^ 


ihe citizens may som.atimes come forwa: 


requests which .are either 
such as are outside the 


frivolous, or non-genuine', or • are 
scope of administrative action. 



may relate to matters. that have 
but citizens apply again and s 
dom prepared to take a negative 


I 
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They wish to pursue th0 :iiritter;at a higher- decisicn- 
inakin g is vo X because, "they sssni to entert ain ■the feel-* 
i n p that negative decision.s at a lower level would te 


“1 "... -h: n n "U 


reversed by higher level decision m.akers. Peep le do 
not seem to have much, faith and confidence- in' the 



he hi gher lo ve Is . c-f Admini st r at i on 


The citizens often send e-ven their fir st-Tap|hl£^Ga- 
t ion s imu It anecu sly t o higher, levels -cf -/idmihistration^ 
Doth of fi ci al a.nd, pclit i cal^ ! , S'omotlme's -"the lo-wet 
channels of Adminlstr. at ion are ignored and-t'he applica- 
te otf is initially sent to the higher, level political 
p. Vf. ont tva . rG.au It often is that the Office r hti the 


is c-O'Tsmuni.c 


■dv ci si on-moke rs hardly t ahe , steps to.; 'adyisb' 
to follow the proper channe Is-: of procb.Qures 
Even where .th^: citizens address, their 


nd higher 


-.written or typed .in 
sicn of being- the 


gii^ the imp re 


one.. All or many, of the higher levels so 
d, in turn,' call for a report from the officer 
pot.. Coming: as it does from the higher levels, 


OT© of fid Is during 


I 18 I ‘ ■■ : 

'o fficer on the spot cannot ignore this demand for 
‘^ho report 5 on the other hand, he give s priority to 
mr,ttur ao the cost of others, which may in his 

JUcigement be iii ora ‘ import ant ♦ ' ' 

This whole phenomenon of applications being 
submitted cnly to higter levels of .4clmlnisthation or to 

administration at the same time is 
indicative of lack of^Tcc/nfidence... among t^^^ citizens- about 

■ -deci si cn-making' at 'lower levels. 

Summ er yi ' ' ; 

h.^ve approached the problem of machinery and pro- 
OL,jur^ 3 for redress cf citizens' grievances In the baolc- 
erounci of the aforesaid factors and developnents In’ the* 
theory of organisations and ideology and systems of 
-dminisi-i ation in India' and the' consequenoas thereof, '' we 
p jtioularly ooncernad with the image of growing dis- 
satlsfaotlon among the citizens In relation to the adihls- 
»3tii« offldlals and with the factors mahing for 'mutual 
alienation of citizens and cfficiais. ,fe are 'greatly inte- 
rested in examining how far this image is justified by 

c-mplrloal evidence end w*. at needs'to be done to'' adapt the 

present structure and p'roasdureb of administrative machl- 

-'ry fcr the growing re 'dponsib'llltle s of Government under 

'•as impact Of democratic' ^veiojiment plann^ and wifare- 
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goals. Our hypothesis is th^t we have not yet bean 
able to evolve a philosophy of administration or an 
organisational and procedural system which could ' 
handle the complaints of citizens in a speedy 
and effective manner. 

Before we give sn account of the findings re- 
sulting from our field study, it would perhaps be use- 
ful to have a quick overview of some- of the suggestion 
or attempts made in India or abroad for meeting this 
problem. This vq do in tte next chapter. 
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■1 CHAPTEH lEWD -- 

. Hi it -add- Cont-em 


ct ive s 


l,n the context of citizens' grievance^, the pro- 
blem of admini st r at ive ’malpr acti ce s , of , or 
abuse' of ulscreticnary po-worg vested in Government 
cfficialsj *8nd in present-day parlance, of bureau- 
cr-.tic malaise, is fairly old; but never has it 
■assumed as much' gravity and urgency as it. has to- 
day. Vafi aus causes have contribute d, to the develop- 
'■'ment' of tMs prcblSm'; not.able among them being the^ 
growing consciousne ss among citizens of their righ..t.s. ■ 
and privileges in a democracy, the acceptance pf'-, 
welfare St'ate ideology, the conse quential, planning 
and development "endeavour and the growing ,si^’ of 
adrainistrat ive organisations as a "'con, coni t ant ' of ■, 

■; ■' • ' • ■ „;rf .-.y. . , v ■, 

incre asing' Government-al functions and responsibi- 
lities. The. expansion of bure aucracy and multi- 
plication of ’ad'mini'stf‘afive'"’'prbcesse s have led to an 
'incre i'lse in the opportunities for abuse _ of power and 
■■■hi s ore t ion. ' The problem is aggravated still, further 
'■ 'by .'tte ■ context of scarcity of materials and .resources, 
fhe need for controls and licences for their optimum' 
utilisation, the' deterioration in standards of staff 
competence &nd efficiency and the laxity of general 


supervision and discipline. 





Iha decentralization of aut’Kofity ail'd delegation of 
jcv/ers are re g-ardad 'as 'tlie’' b asic 'terie'ts' of a' sound orga- 
nisation. Any attempt or suggestion to reverse this 
tre-^cid , on. t.he ground merely that it might lead to abuse 
or misuse of these powers would be tantamount to cutting 
at the" roots Of'.organisation.al efficiency. - The efforts 
at reforms and achieven5;.nts 'of citizhn- - satisfaction 
have, therefore, been dire cted invariably towards toning 
up the Administr at ion and :de vising ;suf.fiGient che cks 
and safeguards for •preventing . a- mala f id® andgrbitrary 
use of the'se'-pbviersv „ These e ff crt s - can" be re viewed from 
three angle's . • ' 

(a) Previous literature on . t he ■ subje ct ; ' ’ 

Cb) Existing machinery and. procedures for 
re dress . of , citizens' grieyance s ; and 
.(q) the I nst it ut i on of Ciabiidsio:en'd;( or its 

e q.ui valent)..,. _ ■ • ■ 

( a) Previous Literature o.n the sub.ject i ' ■ 

Considerable -attention has been paid during recent 
years tc/stre. n.gthen governmental abdiinery se as to make 'it' 
a more effective ‘ instrument fo”! redress of citizens* grie'-j- 
vp.nces. The .efforts .towel' is -t hi s.end are ’ reflected in the 
grc>dng ' liter at ure -on the,, suble'ct,’ 'Sokb of this' ' .' 




l iterature ls„ in; the artl^^ some a part of 

the reports of CJo.mmi^tees appointed for reforms in 
Administration and. the rest la Ih the' fora of research 
studies undertaken on. Various aspects of tie prohlem* 
An attempt is made in , the fdTl owing pages to refer In 
brief to . some of the important ftndiiis of these 
studies. . ■ : ■ ^ ■ ■ ' ' ‘ 


A Fi eld' Study h ead ed by Dr 


Planning Go mm is slon ‘was "mad e in 1962’-63 in Sabarkantha 

' 'S .. th .;.-' ;': ':' - 

District. a.f Qala rat. The report was presented, to the 


1. .Among others'^' mention' may '‘be made of the followlngS" 

...I. Government of 'India' Report of the Committee 
' 6n Prevention o.f Gorru-ption ( Chairman : 

Kv San.thanam) . New Delhi, Manager of .Publications 

2, Lok feb.ha-,, Secretariat- Research Branch ’’The 
'Offibudsmah in' other countries" Indian Journal • 
of Parliamentary Information, 1964. 


3. Administrative Reforms Commission 
• ' Report on Glrtizens^ Grievances C .1 


Gott.' of Rajasthan, Dopartmont. fof- 'Removal 
of Public Grievances.,:.' Filst'^-iahu'a'l' Report . 
■ 196 ^ 4 - 65 . 


R.epor.ts= of ■ va'rioh S:"'Ad,ffiiM.'s tratlV-e ■R'eforms 
Committees and' lidi'Hdual s v.i4n-. Appendix T, 


Go 'f Gj' j-df a't j Re port on the Sab: 
Fi'eld Pro.ieet , - (. Go ^,rhm:hh.,1^ ... bra-l --Press 



state Government in May, 1964.. Thfc‘ main, cb jective ■ of 
the study was tc examine the existing a^iministrative 
procedures of different -aepartments at the. District 
level, and to suggest measures/for rem.pving the pre- 
vailing procedural difficult ies, .adnini str at i.ve _ bottle- 
necks, malpractices .and delays.' ■ 

The Study highlights the extent of delays that occur 


in Government..: Qf.flca.s' ■.d.Out ■ 6f ’ .1§'T7'' .pen ding appli cat lens 
for the gf ant • c f • "v ili-a gs s x% 3 s ' 112 1' we f e pending for 


six months,".-39.6' .ffcr- one^ year for two ye ars , ' 165 for 



five^ years' -and': 39 for ofe n-d^ ars- rj'f more.' d Some fcf' the' 
important sugge st ions made ...i.n..,i;he-report. relate to pro- 
per recruitment and training of staff incentive s for 
•good "‘work 5 equit.able ddistribution ''of ; rationallss 
cion of a'dministr at i've' procedure s ■ 5 prescribing time 
limit a>-f or th^e-' disposal 'Qf applications 4 close coordins 
tioh, inspection, supervision ^ reductl-on in paper work ; 

fe-wer '.and^. simpierg'laws. cheeking- of. .undue interference 

of public men anu the ..appointment ''’of - a *'Grievanceman* at 
the .Gt ate/Dist riot ievel. • ■ :. 


n ‘the _ Admlni strati'^ 'Gurve-y of the Surat 


the Re po rt "oft the wldminlstra- 

■ :• v-'o 3 

rlct by^'N,. B. . . De sai was t c 


N.B-. Desai, Report on the .Administrative 

the Indian Society o 
Agricultural Bconomlc.s. Bomb.gv. -1953. 



iting madiinery at giTfe rent levels in 


ce dure s 


Re ve nue 


pertaining t 


f f ici al iie'ci si on. ' ^ T He "numbe' 


more , the" niiriiber was 815. These cases related mostly 
tc boundary, land, city: survey, land acquisition, 
record of rights, et'b. "One cf'tiie most important 


sons for thb acGbmul'atlon of ‘ cases, in tb 


ffice's for furnishing th 


iticn' without specifying the points on yhich 


reauir 


the.' following amen-g-cth&h f act oT-s'"trslh'g~‘re'spcn§i bile, 

■f or ■ dtrlay-.i;' -(^1) .lac^ ,of ,.,khQwledge -qf;, off idal -pro- 
, cedurs.s ..an.d prsGtiGa;S^.and.,abserfGe- of e.fficient .methds 
x.rcrk ; (2) lock of training and, guidance; to 
dorks,; .(S) feck ,Qf.',effe ctf,^ ,cnntrol-.by re sp.cjisibie,. 
^of f i ce r, s- st'r^ qn "'C'Sf if a ck 

dr'''pTcdje-r-mat.br'ial',.,sugh' rules, ^ standing 
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crders, etc., (6) lack of clarity, in circulars, ciXling 
for reports from subordinate office d without telling 
them on what .points information is require.!; and (7) 
want of time-saving devices such as st endarflisst ion of 
forms relating tc enquiry, scrutiny, issue cf crders, etc. 
T he re comme n d at ions m a de in t hi s re p ort e mph a si se the 
recruitment of the right type cf pe.rscnnel, in-service 
training tc Government officials, strict observance- cf 
time-limits in disposal of cases, p.reparaticn of weekly 
arre ar statements, proper planning and distribution . of 
work', supply of up-to-date Office Manual to subordinate 
staff and sc on. 

One of the findings cf ' this Repc rt is. that the 


Collector is burdened with numerous kinds of ..work, with 
the result that his imp ort ant . role as coordinator of all 

y ' ■ ■ 

• agencies 'is neglected. The report, therafoie , suggests 
that additional officers should be attf -ached to the .District 
Colle'ctor' t'o- re iieve him of m.gny routine activities. 

/ (iii) RS'port of the Orient at io.n. & Study Centre', Junagarh 

” 7 ; ' ■ . 

The Orientation & Study'^'Centre , Junagarh, cvnducted a 
researdi study 'on ’’Bslping 'th:e''"eulti-vht.brs, in getting loans 


4w ■Or'ientat'lon an.d- Study Centre yjun a g'arh , Helping the 
Cultivator 's ih Get t ihg ‘Lorans from Land Mortgage .... 

‘ B anks"7 , 19^5)7'' " 
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tr-cm Lan-|-Mort ga^ ,,g,anks<-- for wells e ngine s, and pump-s'* . 

I t came t o t he c' n elusion t hat -■ tte ,-,pe opl©.. we re ,re lii ct ant 
Co apply for loan because ( ) -aven two ye ars after 
subraissicn of the. application) • 'tliey could not geti'-a 
lean, (2) they had tc spend a: lot of. money in the ■; 
process, and (3) the process.: w?s lengthy., ..... 

Report s of Adnlnistr:ative- Reforms Committees ; 

..A number cf State Governments have :set , up 
from time to time. Committees for suggesting , .reform;.:. of 
nfeinistr at Ive ■ machinery .and proce dure s. ., Generally 
spe.,aking, .the re port .s’" comp le ted- before ■ I960 do...not 
SRh.pifi.c.r:illy touch upon .the ■ question -ef, citi.ze ns.* 
grievances vis- a~vls . the Administration,. .In:,:r0 cent ■ 
years, however, the Administrative R,$f-orms Committees 
appointed. by various St ate , Government s have: riven. 
significant atte.ntlon^..to the- t-cning up of administra- 
tion with s.p<?cifi.'c ’referen.ce to the,- prQb:lem cf clti- 
■ze-ns* grie Vances-, .i ■ . 


A brief summary of .the re commendations .made by 



• tfe V ar ioug:..../jdmin 1st .r at i-v9 -Reforms Committees,- as also 
by a few individuals, is given in Appendix I-, .These 



recommendations touch upon-t v-arlo.us. a-spe.icts. of Ihe 
problem - ideological, structural and procedural* 
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Tha R ajasthan Ooiamit teQ (1963) lays emphasis on the 

- ne e u f p r _ c curt o sy ^ an cl re sp a et being shewn to the views 

of the pe oplQ ' s repre'se'htative'sj hrges the appointment cf 

en indepenlsnt an:i high-.|pGwer9d''body in the nature of 

an Ombuisraan , encourages' the offi cer-oriente .I** pattern 

■-'f aOministrati oh'.j and re comraenis reduction in the 

number of dealing levels.; ' 

• ' ■ ' 6 ' 

... ^ ^^9. d -'f t he , Plan j ab .. Aimini st r .at ive- Re f.'orms 
. Gomission (1964-'66) rec'mmonis greater dele g. at ion of 
authcrity ’hall along the line”, reduction in the number 
■of :stagc-s in theopassa'ge of a. file ■■ to the- decision- 
making level., transmission of a ' cor re ct picture of 
gcvd'rnmentel perf.ormanbb to the people, and accessibility 
Oi -f fleers to' the people at appointed, hour's.' 

Ihu Gcyerhment af Ker’als h.ad .apjointe:! an 'Adminlstra- 
tivo-'rii.torms. Gorarnittee in 1958. Subsequently, they had 
appointed 'another Committee (19-65-1967), called the " 

Kerala jidministr ative Reorganization 'and''S conomy Committee 
Ihe .o.lmihistrative xterrg anizatien and Economy Committee, 
.i-xplores "slackness” in the disposal of business 
in hlmost every cffico of the' 'Government” and .adds th^^t 


i' 3? nment of Raj'asthan. Report of 'the Imi m* 

i K3form.s Commtteo l963)y6T^^ ::" . 

; , , 6. Govprament of Punt^^b Ro-TOT»f'' •' , 

' ' .^'Q'rai's Gomml ssion ( 19 t r at 1 ve 

■ V Re prS'rfrffvQt i ^ Admini st r at i ve 

‘pv '-i 1' 'tE;...Rrfeenl'zat ion and B.cenomy .OommltteQ riQ^.gu.AvV" 


>M.' Rlildi'- ' 
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•''inidls s' Gs^rtimaatr servant s has: 


besh svjoep- 


•3 «a- 


The r.ebi'srt emphasis's s the ita? -'^t atice 


in-g the 

, Lf and ■ 3 friolaney./ct all ISvels as 'bBSic tc 

good adiiilfflst.ratloh. , Itordoommends that tfcarS should 

bo a periodical :ossessEBnt by Govarnment cl the extent 

t; oiilch, civil sel ants have 'or ha* hot bean able to 
. ensuie prompt ,.<51spp:ial of business in Govarmaent offices 
' and to sh' w Ciurto JUS rand synp-sthe tie' attention t a In- 
dividual cltlzc.ns and. be: accessible to' ®mbers of the 

public, in rager.d. fd, administrative -pro'cad.uies , the... 
re') "rt roocmmands the maintenance and scrutiny of a 
'g.)tltion 'register In each office, actaowle dgement of 

prtiti -ns and communication to the- applicant of thp . -c 

rsosons for re jedt ion of hl^ request. ^ ■ . 

: ■ c "The Andhra Pradesh 'Reforms Gcmmlttea 

jo roiocmtetddb caotoowledge^nt;^ -c 

;:'.'o,p'p :ihtmSht of a reoptlonlst of the rant of . 

in each 

‘ The re Vert on District 'Revenue Ofticfe,s, 

-■Pliiputkar ''(X9S9) re cemme nds that , theK. should n t . 




8 . G:ovarnment''of wbhra 'Orad^eph, 

• - 'f,cimlni,str at 'IvQ " Relerms jC uaml,, ' zjl ^ 

9, H- G... — ri'?fT7p c- Gr-vernnisnt of 





be m-.-re ^han ontS middle -.man Vio+ • 

nffioer vh ■ ■■ " acting. hgnd add ' 

„ - ^icer wh.; can give orders tha-f- 

too „any haltin', olaoa 3' c. t ’ " 

t^at^the.a ahouii 

' ^^Kie- limits beyond T,h-i^K 

. siiculd be all 0. a . ■ ■ - Tiiich DO --ne 

cl to kft o-n -v^ • 

ttore ahould be regui.rC 

. - nd at ions are -t- - 

■■ tnd the very f oet -'f i-h-‘ •-■"■■ "' ^ 

^hat their inm-^„-- . .• ’ ' ' '■ -one.tc think 

' Cv) stu-^-le . “<=h to be desired. 

4- • ^ OO uu 1 fi q b V f T • . ' ■ 

ii3u_ . , . . 

^ G .-id mi ni .gt v 

The Indian Institute of d,,kh . 
tsen interested In th<. or m “Strati on also has 

rnlatlonshlp ans a fp,,. .^iti^n - ..dminlstratlon 

^^‘‘'' '^®n®aI'ch studies on '-n 
have been ».®iuot-'d . ' ° subject 

, o . ..nduotod under its ,,usd1o». 

«s oerrled out 

,,., 0- cut in Delhi state in ^ • ^ 

J=Senn,aha. and ,.p. Barnabas. fhe dat' "C"' "• 

eenneeti* „ith this study shove' cert al'h “ 

Of PUbllc.;:co.,,ntacts with ,nd opmi ' “®^®®ted patterns 

cfflclals - pattern h ^ -^Inlstratlve 
pau-cerns which c^n 

and -alarm-^d n ' optimistic 

-larm^d. one feels optlMstlo because- tH" 

reveate: a-neriub bo ,-rt- -e " the study 

tnfluoncaB byUhe i '• ~ '' rZ: he 

Pbr cent cf tieVcitTc* ''-^^^^^ ■ ■ th -75 

" ■ ' ^las^hl ■'■ are'" ^ „ 

:9:bb::o"': -t; :ov :'"oob.: :0:v'; bV:i'o: : ;ov^,oo':::oJd'-v^^^ 
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: in fre qUv3nt ■ ccr.tact s only less 

'O' r ■, per ’cent'' seek t c live 4 P.;< 3 omplete 'isolation 

'from bureaucracy. ' The study, furtlier suggests 

cert ain ' criti cal restrictions of '*ihf orma^hOiJ, r.f.li-oV’ 

in 'vhe Inrli an ' system in rursl Delhi, 73 per cent 

o f he ws- 1 1- 1 o - d o vi 11 s ge r s h a ve s o'me co nt a ct wit h t he 

officis'ts -while only 27 per cent' of those in the lower 
: ".'0: ' 10 : . 

••■inc'-'>ine group vare in similar; contact. The Study 

re ve ois' t?iat. there is"' ‘’’a. cojhp’le'x 'and paradoxical 

mcHoic of sup'.rert and .hostility, of concensus and 

critique in the attitudes, cf Indian, citizens to- 

t 'wsrds .their Gcve'rnmenthhnd'p articular ly its officials. 

.-,F.rom 75 to 90 per ce.nt .-.of citizens ' view- government al 

jobs as prestigeful, and 90 per. cent feel that health 

•. • ' ’■ ’■ 12 

•and comm.unity development progr amries are. worth-while. 

. On Gh-j cchor hand, a mejcrity.of them feel, that "50 .per 
cent or more of the officials' are- .cQ.rrupt ,. l,arge pro- 
portions say (60 per cent urb,an, 32 per cept rural), 
thab. their dealings' with, officials are unsatisfactory” 



Sldersveld, 7. Jagannadham and A.P. Barnabas, 
Itizen an I Administrator in a Developing 
racy s. ■ Ah Eimpirio'al study' -in Delhi State, 
i, -1964, mi]rsre^) ;,;;hi;;'.;;203-04^ 



!ne of the prominent con clu si on s .of this study. ;is th-at 
the ima^ vjhi ch per sist s in our dat a; is one of - citizens ' 
see ncs' and sup.n ort as ■ 11 as actual and pote hti al 


Th.,'ro, appe 

and- perceptual set 

the citizen' s 
tors. ■■ Txha 
lack of self: 
ordinary citize 

officials 
'deal "with 
support of otheT 
with the right c 
that, aiml.nlstrat 
-all people equal 
actions are fin, a 
littlG 


ars to be a cQ.njlex •attitudinal 
of e xpe ct at ion s ab out 
re latl onship with administrg- 
comp one nt s of this syndrome are : 
-confidence Qn,-the : part of tte 
h in dealing directly with 
P: foe ling that the be st ..way to 
lainistr at or s is by enlisting the 
1-, s-,: ; part 1 cu lar ly i nd i vidua Is 
ght cort : a ct s and ’’p olit ical pull” , 
strat ora.,.do . not ’and ‘will not treat 
equally and that these administrative 
fin.al, complaints availing y!p.ry ' 
or being difficult to process. 

Another study is on the Experience of Citizens in Getti 
Qop oi i on s by A.P. Barnabas. The general findings of 
this study ar?- that the majority of the public are unaware of 
•the procedures abd the pra- conditions for getting the water 
connection. 5 that tte public avoid going to the Corporation 
fha.msolvos and prefer to^get things done through the middle- 
men ; that both the public and the plumber-s fbol that unless 
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4 t-hp flip^ do- not'-'. ’ 

so-ped -mon-ey Is: PAW.. ^ 

,„a '.V.o.e p.ev,l-nt at^out- 

ting edge level bo i;h in .the, of fKi ^ 

a- •hn''thic!' stu'dy , » tb er-e prevail s among the pu 

ji.- c cord ingotp -this ...svnu,y , ,,,, ,v ^o-i-p 

.,,, a-'ponslderable degrea^f,;fo.elli^S. , ^ ^ ^ 

• '■ ■ ■■■’ ' Z ep-nnrt psv ii n many departments o 

■' delay ,, harassment and dis ^ul, 

t-de Como-ratlonf , .0n;thr contrary,, the:. ^ of - 

- ■ omom. is 

-p .aitlauaiy c. ist ^o.rt«rn ..and 'even vltPont eo.pletlng ^ 

.('-■■thi fo mil ties? , One of the -puggestlenis o^ stu y -s . 

. .... -i.. 

........ "" 

'regard- to admlnistrdt^v.e proiedures.^^ -'irTi-'' ; 

, ■ Latest in^ tKOySeriesT,i;S-the s.miay., , 

^ ' varies in Development Wmlni Sration'r=onauo,tea foyhe 

- study .ldbli.V^¥t- tSl’lole ptoblam- o^pltl?sns', grlevancea^ 

in *e:=&nteif obino',,ledie,‘ ^ ^ 

:^ttitu'des'-'-h'bd’’-’bormlpti6n« ■'■ :-oy- ■■ '■ 

;.;^^|yi6llShlitr3tion^^ 

17 &, 3S.., JbM.r/P^ . 

13 , ifejj., P« . ■ ,, u. 

■ •Mffiinistrstl^,.(Hlmeo},- ina--u 

IlHhist ration, 396o. 

p* • % * t 
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It goes on to identify a number of -cinbb vnr.i 
tbs mutual alienation of the 'citizens and the 

at the .village and upper area: levels! ■ fii ff¥, of .t^e- 

import'ant points discovered by ■this v study -are j .... 

, .;•' ■;:f y.': 

(1) In the three; are a.SbPf: 'fac;CavI;rl^^^^ . '■ 

Maternity and Child If are Centres and 

' . Fami;ly;^Plalnin€^Ce•ntre,%-t^^^^ . 

among the jeople w-ss" poor (page 19) ; ' 

(2) There is not only lad of knowledge among the 

■' - • ■ ■ • ■ villagers" but e-ven- .::-ampnfg;:;the : ttem- 

selves regarding tl:B eligility for grant of 
■ ■■■■ ta'cG^vi loan! then agencies for_its recovery and 
the purposes for which taccavi loan is given 

■ (pag§ 21). 0 : , VO : 

.[.('S')''' About' t.hree- fourths of -the.' -people who had been to 
tie hospital had to pay for the cost of tte hb- 
■ :’o"; diotne or ■ in jectiian j . 3 .nd, about one- fourth for 

getting the injection itself, though tBarly^SO 

." ; .'■■■■. .- .per cent; -.of'.the’ ■•pop.ulatiopp.knew that, ttey did not 

have to p ay for the health services' (p. 35-36). 

(4) The villagers and the officials are both alienated 
from the.:-Adminisbr.ation/.(page :61). 

; ..(-,6): Only, about , 13. per cent of .tip people felt that 

Ministers aie' primarily interested in the prom-otion 
of na.ti. ..good . and welfare .of the . villa^.rs, 
while about ■ a’' t hir d of 'tb rd seeme d to think that 
..,„t:he primary Interest of. Ministers Wi^s ,t 9 .strengthen 
their;' own polit icet'f arty of their own political 
.y, ,,p^ositlpn.- (page . ' ... 

V , , „T he, ....study.. sug^ stp, inter alia,, "th.ol e ash. .State 

Governmett should hpve a Centra,! .^^Tie.yjance Of fl.cer., common- to 

.all..De.pa:?tinenfc s.: »s we,ll,, aS:..a G,r;ie--^'a-st;e-"'Office-r-“f-or--e ach 

Government, Department' -/(page., .1^9),. ljtiff|hed^hmbel bf dealing 

levels should be redu(^d (page .. 153) -"j. (3);tj.iire information .and 

educati on should be provided both ‘ t'o ths publi’c...nnd to the 

of fici al’s ■•ah'bl.ti’t .fee" :/sefvi^^=;glpfb>^4ed-" by ■’ 'Go ve rnpeub • Ihd t he 

■ ' p:.. .:vr ' -b." b'.b ;■ vy 
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pr' 0 'cedure% 'pT%seT■ibea^■ ^ Cpage :af7) (4) .training, 

programmes' oi officials at' all .lfv-els should be V; 
reviewed '(pa gt8s 164-65) ,| ::an,d ; (5) there' shpuld- no, t tie ... 
tob' ¥uch' pt'obe or interference by Minister s.: in, the • 
powdr or -'discretibn.'Q'f of fleers,': ; j. . ... 

Many of the conclusions and suggestipns mentioned 
aMve ^are, no t'.' related. ■to. C'i;tizens' : gri.ev.ances In the 
reai 'sense'’ of ■ the::'ter®;:,,vney'e.rthel.ess 5 ' they do, point . „ 
to- the defic.iencie;s' whlc-h ■glv.ei'rlse to . dissatisfaction 
a'mo'ng Ih'e:' citizens.''' ' r’ . ■ r'..,,',: . ■ - -x 'i. . 

B.' ' Eyl.'sting. Machinery and Procedures : ,, , 

Gitlzensf:, s,a tie fa c tlo n .ha.,s.h ^onyior ...rather -has. 
been presc'rlbed a-Svthe c.hlef ...mottp d emocratic, , 

'estate. The devices to ascertain;, and, remedy the. 

- grievances ofe clti'Zens'^&gai.nst adminstrative.^^r^isaction 
'pr indetioh. haye , .b'Gen-'aA;- integral part of adminstra- 
tive’ system- ■' since times Immemorial , though their nature 
has been chang.ing.t with:. the .chang-G. of .times. We hear of 

■ stiS'-fles -iho'W in- the..,ho.ary past, the king.-, if he wa.s „bp« 
neVol'ent,. would:, go; ahou-t ■ Incognito ...or .send his agents 
io find out the ■d.dffle.ul ties pf ;hl;S people. In the. 
■Mughal period the:. "ball: Belli’ installed by Jahangir 

enabling any citizen to call on him at any time by._ 

' ■■‘■ri'nging'fthe'.'beil-.' O'f fers' cl a*sslG;. .-example .pf. . the "Open- 

'd oor’V policy 'a dopt'p.d.l3yr, him for; red.ress' pf the .citl- 

■ zens* grievances. The,, "open-dob r" policy was continued 

I 1P • ♦ ♦ 


though in a seme wh at uif fere nt form^oduring the Bri-tish , . 

re glme , n many a ■ Gdllo ct or use d t'o go on her se~b ack tc 
inspect the village s ; and to camp there for a few days. 

One of the . imp or t ant functions of the Celle ct or during such 
camps was to hear and -remove public difficulties, complaints 
and grievances. •: 

iChe ■<* open-door*’ policy of the feutocratic and paterna- 
listic regime of oldehtdays tv'fen the ruler ’'s or his agent’s 
deelsi'Gh' Was termed as ’’ law” ebn; at ■ be st , have a limited appll 
cation in the democratic regimes of todayt'' This is sc net 
only because the.,,p.rB.ssUreiiafU;dB.velb^pt^3.nt.aXraCtivities and 
av al r-ab-il it y ' off a' bte r me ah's of t r ^n sfy or t at ion h a ve cur t a i Is d 
the" tinfe' that tie ' Colle ct'or'"si)end-s- ”in camp^’, but also, and 
mainly, 'be cause his debisidh's and ^detions have to be guided 
by th'etimrjer'sonal eystem'of bureaucratic rules and’ pre- 

■ 'o.o, ,,, 

cedents’, reference to idilch is hardly possible in a camp. 

In fact,, the traditionaT system' 'of ”''on the spot” disposal 
6f complaints and grievance s' wa's t’ot i/dtholit its defects. 

It "Involve d tte ' possibility of 'a wrong de cision,'’'''or the deci- 
sion vfcich might cau'.seo.'..wr.:QrLg ^t o's'omebne else. Nevertheless, 
it 'served - as a rough and r'e'ady" me „'ris of redressal in the 
relatively "simple' and' per son ali^d systems of administra- 
■ ;::y 

The Government of India as also some St ate ". Government s 
have' already taken some ’■'steps, during tho past few years, 




to strengthen, or rather, to create 'tte machinery and 
prc .cedure for de aling with'" citizens ’ grievance s. ' In 
June, 1964, the Gove rnmeht ' of India .issued to Central 

Ministries certain guide-lines for satisfactory hand- 

21 .. ■ 

.ling of ccmplaints from the public. . The then Home 

Minister forwarded these guide lines to the State 

Governments in the hope that they may also want to 

■: I <8 yi« if t'he’Ar existing arrangement s about dealing with 

public grievances. The two essential objectives of 

the' ■'arr an.pp'ment suggested were s 

(i) The system of handling complaints and 
grievances in the existing heirardiy ' 
of offices should be tightened up to 
ensure that e ve ry c.cmplaint received' 

" qUiclr' and' sympathetic attention leaving, 
no ground in the mind of the 
'■ cjmp lain ant for a continued feeling of 

grievance; and .. 

■; ■ . ^ ■ ■ ■■ ■ 

(ii) for big .organisations haring substnntigl ... 
■ contacts with tfe public, there should be 

a distinct cell under a specially designa- 
■ ' " ted senior officer, which should function 
as a sort if ’’''utside complaints^ 8''ge-n.'ey'* . 

" ' " within the Organisation and thus, act aS .a 
second c±ie ck '-u the adequacy of "'disposal of 
;■ ■ ’ complaints. .. ... 

.The: guideline's issued by the Ministry of Home Affairs 


21. Govt c'f Ihilip, Ministry of Home Affairs 
V:'"' -{iBphrtms'ht :;::e'f.'-:ilmihi:str:atlvS:':Re:f.or:ms--^'®A%^ 
•, ■ No. ?0/l/64-;R date.d the 29th June , 196‘v. 

iiSifilili-iMiiiiiiiiiiiillil® 
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nlsc 'ava s, list of chec k-points for reviewing the exist- 
ing srran^ments for handling complaint s .an ® 
oas well as an^ cutline' showing h'wthe ’’Complaints' Cell” 
vrill work in ccllahorat n with the Enquiry- cum-P^e cept ion 

Tj.-3ntre . ' . ; ■ ■ 

/.Imcst all the State Governments, with one or txvo 
exceptions, have established some machinery or lai.a duwn 
seme procedure for dealing with the citizen^.',. cc^jD^alnt s. 

H .wevor^ a study of the grievaho^s machinery and grievance 
.pro ce dure s -'.bt a3.nin g at pre se nt in V arious St ate s inci s 

an ’’individualistic" approach to the prob lem. h'-t only 
■ 1., the. s,y.3t3ms deviate a gro at de al from the model suggested 
by the Government , of .-India,., but tigs re i 3 a considerable va- 
riation am'ng the systems evolve d: by •indiyi dual States. 

Some ■ St ate Governme nt s h ave n omin ate d an c f f 1 cer , 
.roner.ally cart-time, in each Secret .ariat Department, while 
one' ior two State G'>'vQrnments ^have gone sc far as to provide 
a :,seni or officer as - St .ale 'Dire ct or of public Grievances. 

,,i;. ibw State -Governme-nt s have created Cil.-^Vancs Officers 
(wholo-time or part-time) at the District level and/or 


22. This should net be taken to mean any crit.lcism^ of these 
Variati ons, ■'/dii.ch might be due to the local characteris- 
tics ' and...past appro n dies . of each St.ate., -In. fact this 
V arl atX on wo s , one . , of ' the. f a ct cr s t h at inf lue n ce d the 
design of our . study , aS' well as- our approach to the 
prcblein in a rather broad and general way. That is to 
Say the problem will- need further studies in depth with 
spotlight, focussed. On- smaller . are as. 
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t he .. di-strict le vel Grie v-,ace Gonimitt ee s , cc nsi st ing of 
'b'oth off idials and, non-officials. A few State Govern- 
ments have 'define d' the role of Ministers in the ^ 

Sri evolve e: procedure. Some state Govorhmeht s ha've 
issue d 'Specific instructions on such proce dural as- 
pects as achnowle d'gdnBnt s’, fixation of t ime limit or 

disposal of conEiunicatacns” from the public, handling ■ 

•' of encuirie s nhd Gomplaints from Mv?s,. j-oM 

suri.wh'^t the officers fhoiild do /while on tour. ^ 

f The, maGhinery of mgilance . Gcmmissi.Qnpset up by 
■ 'the .States like Madras, Rairsthan, U.P.. , We st^ Bengal, 
...P'Madhya. Pradesh, scope:,df our study. 

'■ The 'functi'on of tte ' .Goipy^l'nni'.i.s generally 

•■"^■■t(. -investigate ’the casesinvolvLng corruption, :bri- 

be ry,., -misconduct, alle ge d e'3<eroise or failure to 
' exercise, for tte purpose of serving improper and 
;ccrf^;t^;-::designs., tte,:.5;).ov>ers delegated to a public 
■■ ■ -- sd r V anf. The'.'' yigilanc&f bcmaissioir i s ' con ce rne d P riman ly 
with .iC n v prevention of ‘ corrupti on. Our study 

'• ''is -d-oheerned' with the' maniiBr: .do-f,. hand ling citizens* 
complaints end'' in^^^ offices... 

Even though tte two may have are'as;;'of 'inter 

■ In the rest of this . chapter , w® shall confine 
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.ar-s^il:ve,s . to r; .b.r:ief..,.St ffte^vise de script ion of t te exist- 
ing . ngchinery and .procedures/- for^ 'handling applications 
from the :::)uhlic and. 're dressing their grisvances. ' 

undhr a: Prade sh . , d ' ■ 

; In .accordance with the 'reconimend'ations of the State *s 

i 0 ..iainistr.at ive r,3f orms . Coirmittea , the State Government have 

23 

issue.! .in struct icn that '^t he re. should be ; 

Ci) a 'Central. Re cepti on .Off i C0 in the Secretariat 
manned by a superint'erident for attending to 
_ ... public enquiries j ■' '' ' 

(ii) . a re oeptionist cf tl® rank of an Upper Division 

Clerk in e.-ch department of tlB Secretariat for , 

.. directing the visitor to the concerned officer ; 

(iii).'.an Assistant Sscret.ary ncminated in each Departn^nt 
for su.^er vising the work of the Dey artraent al Re cep- 
tionist. .. ,jand ' fcr^'.-attending tc public relati'ons work 
such as pooling an .1 "transmit ting publicity material 
. . to the Inform.ati on an.;i Public Relations Department ; 

( iv).- an .Upper Myision Clerk in the offices of tl® Heads 
cf " lEp artmeht to .act as Re ceyti onist for assisting 
. the. -pub lie; 

.(;.v) an officer nMainated in tie cffic© Head of 

apartment 'for attending to public relations 
wcrk .an'-i f,.cu :.furnishi,ng the. necessary publicity 
material to' the' 'Dap-srt-fejnt cf Information and 
..O' ' Pub l;iG Relations and 

■ ’ ■( vi)i'‘ a re -Gepit 1 onist c:f the rank'of an Upper Division Clerk 
in each Golle ctor ate . 

It is also laid down that Visitor’s Rooms may be provided in 


23. Gc^vernment of Andhra Pradesh, General Adnini strati on 
C ^0 & M» ii« ) Department , G« 0»Ms»No» i'4;d* dated the' 



the office s where t lie' number f r:..visit ors' justifie s pro- 
■Vision ■uf a' room. ■ ■ ■'• o v ■ ; : ■ ■ 

= The State- Government have also laid dbwn the 'prh- 
cedufe for ' -attending to Members' of P arliarrent or ; 
the 'St -ate Legislature. According to this procedure, 
Members of P arli ^ment - and of state Legislature should 
be give' ri ‘preference over other visitors for purposes 
of interview ; their re cue st '\fcr ; inf ormation shcuid be 
imrije, di ate' ly 'acknowledged with the promise of e3{pe-; : 

, •. 4 :> ^ ' . . • ■ ■■■ ^ ' ■ ■■ ■ ;; *• , 

■-litious, reply and the Colie cfo^'s “and other' District 

Od-.- ■ ■■ ■p;-;' ' 

•dpfi'cars -may crdin.arily furnish, t-o; them, .when re- ■ 
CiUested., information within their uogni-zance as to 
statistics or' facts re l:ating''to local, matters or 
concern ; but they should not divulge the contents -, of 
• correspondence -tArhich is cf _a confide ritfal nature or 
brhich involves n , st -at ement . of general policy fqr 
which :a- -.hiAber -authority is re sponsible -i ' - 

■ . , ■ , ■ ■ , ■■ ■ c 

The state Government have plso issued instru.ctions 


24. Government of /in'Ihr a prade sh, .General Ad- 
ministration (Services- A) Department, G.G.Ms. 

’ ■K'O. 1293, dated' the 22nd August, 1958. 

25. Based on the Extract from the .Andhra Pradesh 
G':)vernm.ent Business Rules aud- Secretariat 

■ -Instructions. . ' . , ■ 



ra garbing the submission and receipt of petitiv-^ns anu ..ther 
;; ap e r s •:.> f t be s.ame cl.as s addr e s se d t c Gc ve r nme nt . T he se 
instructions list ■ out the type of case s, in which the peti- 
tions from t h© public will be liable to summary roj^ cti^n. 

The most import ant of these are s . , 

(i) when the matter was considered and decide d^bj/t It _ 
Governmert in tte past and nr new fact s am u . .^u^ht 
to light 5 . . , 

• ,(di) when tte petition is an api> 2 nl arising from a judi- 
cial decision ; 

Clii'^ when the petition is against a decision whi«>h is 
' declared to befi^al by law or statutory rule ; 

( iv) when 1 1 ® petition is against the failure of the 

Government to exercise a discretion veste.:i in trio.m 
by law or lu le ; , 

( v) when law provides a different or spe cific reme dy 
relating to the subject matter of the petition ; 

Tvi) when tte petition against an individual or body of 
individuals relates to private relations of such 
ihdivid.ual or body wdthPthe petitioner 5 -and 

(vli) when tlB petition is illegible, unintelligible or 
is written in improper language. 


Bihar"' 


The inf cymaticn is awfaitsd. 


Instructions have been issued tp all gazetted officer 


2n, Govt, of Bihar Cabinet Secretariat Mem c'No. . G. S.-34 
and' C.S./M3-102 6/64/ 671 dated the 3rd Jan, , and BSro 
Jan.', 1964 respectively. 


p « * * * 
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to set apsTt an hour daily for listening to public 
grie Vances, and to maint'riin a register giving 
details of the person interviewed .together with 
a gist ■■ of;, the The register should be 
che cked by the superior .off leers through periodical 
surprise • inspe ct i-sns’. ■ . 

27- 

. . ...At the District level there is .also a provision 
for tte setting up, of anti- corrupt ion Committee with 
the , r)i':stri.ct Magistrate as convenor, Superintendent 
of Police, M..L.y^3. , President and Secretary of B-ar 
■'Assl-cioticn an.l •*' few nominee s of other non-cfficial 
bc.dihs, as^ members. .' This Committee is expected- to take 
necessary action 'bn 'ho ccmp-laints brought to its notice 
by th®. niemhers, i-' '■ 


Gu.i arat - 


3 ' State Government have laid down .pro ce dure 


.'■for . de allng with ap.J 11 cations from the members of 
public aS;, ive.li' as problems put forvuard by the M.L.ls. 
-The f oil' 'wip.s, 'type of ' applicat ions are net to be - 
'.'.'entertained g ,■ 

. ,. (i) on matters which, are to 'be deci'ied by a 


27, ;:- Bette r ■ No . DM/li- 3028/66/466 date d the 19t h 

.■November,, 1906,,',ffom- the-. Cabinet secretariat. ( 0 

tute • of Public Admiriistr-aticn,' New Delhi. 

28. Goirfc. of Guj.acat General Administration Deptt. 


Court of LaXiT, Tribunal, etcr ■ cr relating to 
' ■ criminbl offences in xAich a recourse 'can 
■ . be hal tc a Court of Law 1 : ■ . : , 

(ii) iiiiero the applicant has failed t." approach 
the aompetent - authority unle ss there are 
■ ^ , spe cial re ssons .for this lapse ; ■ .and 

(iii) where tire matter h-^s been decided by the 

Government in the past and nc new facts have 
been brought out;.: ■ , , - . 

The ■ instruct ions applicable at the; Secretariat level 


'..'•(.i) ,-apijlicat;i.cris re ceived -by the -Minrster should 
'be passed on to the selected Deputy Secretary 
.. . ... of tbe Dep-artment for ; sqrutiny ■ gnd , after 

' instructions for their disp-.r sal have bean given, 
.the se . sHculd be se.nt to the Branches concerned 
fc.r firth er action ; 

(ii) in order fo facilitate follow-up , a register 
±iGuld be .maintained shewing di st r.i ct- wi se / 
off ice- wise details of applications forwarded 
tc / Go lie ct .or s or . other- office s ..for .enquiry 
o .: or rep ort 

(iii) advance publicity of .Minister ’ s ti-sit. tc the 

district should be given by tiB,.iGollector so that 
. the public may send in their applications tc him 
. f.or being placed before the Minister, The 

applications 'should be processed by the concerned 
.officer and the re quire d inf oimat ion kept ready. 

■ The De-juty Secretary concerned would come ahead 
, of the Mlniste:?, scrutinise. :all "the applic.ati''ns 
in c^.'nsult ati on with concerned officers and in- 
dicate action. The applicants may thereafter 
see the Minister tc ^esplaln their cases. The 
Minister,, afte.r. consulting. the - Collector, if 
necessary, will apprise the correct position 
to tte party and indic.ate. .^hat the Government 
can dp- in the. matteT.'''"'The" cas6f‘;"which c-annot 
■ ■ . be de’eide d -cn f,he ..s'p.oi ., s.hould b© -finalised 
. by'!'.!®', cp ncerned" offi.ei'Slg- by a. specified date 

ahei reply thereto should lib', sent to tfce appli- 
.•...1: cant-'.: unde.r infimation.-'toff he Deputy secretary 
...' and Private, ^cre.tary to the Minister concerned. 
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' Applicati ons calve' d: by t iB 'ft i is of tha ■i:)ep art'- 
ments/office s should litewisd be de alt; .with by a 
, •' selected .Ar«i st ant/.Ife’^||i|;y?^DiTe ctcr. He should scru- 
tinise all t^e Ft: rli cations, at c. ■ re (Bive.d,. 

. 1 *^* ■ 

i necessary entries in tlB register, for-rard these to 
a ‘tte .concerned Branches for ne .c« ssary .act Ian and keep 
, ■ the Head of Department /Office infer me d of the progress. 

Heads of Department s/0.ff ices should, while on tour, 
.follow the procedure l.aid down, for the dlinisteris,.. . 

The. Gcl'lecttr.s should follow the. .ab.ove- mentioned 

pro.ee dure for , dealing with appli cati ^'ns during their ' ’ 

tour of the,. District.. . .,,v 

’ T Ib ■ p r ob le ms p ut , f s^ar d by , t lT|i M . L .. ks , w-ould - be 

• . ..handled, by Ministers, through, personal.- discussion.,,' 

On matters v/hich cannot be decided on the spot,:- the 

, concerned Deputy Secretary should get the comments uf . 

then Officers/Colle ct ors con ce rued,. and sunmit his 

report to Government ... .The , re-ference.u'.from.M.L’. As, . 

should ..invanably be'' ■■ fcllo-.?ed’ up 'oy th Deputy Secretary 

' he / ' '. . . 

demi-offi dally jftnd/ should ehsuro.^^ that replie s, t o 

■•all communications from M?L". As dre ■ duly sent,. While 
references from M.L*As oh’ 'general mat iBrs 'are to be 
■■ "■ ■ ' k-. i^en priority, ■ th’ose ‘ on-', ik.vid.dual m.-’tters ’ are t o 


puhli c; 





0etail<5d rules ,for^ making appi^ Government 

havueoun. issue./® . in /' ? asphlat forirr (In Gu-i-arati) to serve 
as guide-li-ne s, fcr the -gener’al'. publi*.^.; S^is, , 
aso Gurim n s a li st '^ef ^ s ub je ct s-' allot te-d, t o v an. qu s 

departments 'as "we- 11 'as a st and ardised- appU-eatipa 'form. . 

E pry an a . ■ ' ' ' , 1'- ■' 

The grievance machinery set. u-p by, |h©. former G'-V-rn 

ment of ■ undivide d Fund ab co.nt inue s, to exist and t^ Director 

. vf Public Relations is.- -now functivoning.: as Director of 
. 30 , ' 31 - 

Grievances . In the "forme-r Punjab State, a. Grievance 

Department having jurisdiction ■•0V'7r._ all Government 

offices excepting; the judiciary had been set up. Sene of 

t he imp ort. ant functions and dutie,s.cf this Department 


"were, ; 


(i) to receive- complaints directly from public 




of Gujarat' General Administration I^pttu,, 
cation No., ,iNS-1064-#S dated the 8th 
1966. . ■ ■ ' 

No. 789- 1 iSi- 67/9173 date d ;i2,4. 7. 1967 ..from the 
of Haryana, ? oliti cad- and Services- Deptt. , 
g.arh to the Indian Institute . of.. Pub lie ^ . 

st rat ion, New Delhi. ‘ 

's No. 2419-DG(2)- 66/1:709 date.4 the. I -IBth' August 
oi No.' 3602-DG'(2)/66, dated 18iil.'1966..,f^rom the 
o-r of Grievances and Joint ...^Sbv^^fe-pry, t.6 the 
ime.nt . of Punjab tc.- Indian Institute, ,of. Public 


(including retired QDVernment servants) 

' o r thrdu gb Mini ster s ■ or. Seer eta ri es :to 
Gov.errmant and to conduct enquiries blrect- 
■ ly ’or thTou gb •■the' Sfpartrnent ; 

(ii) to ad'vi-se'-'and assist the Head s.. 0 f . Departments 
and. Deputy Commissioners in setting up arrage- 
m'ents' fo-r quick; disposal of public grie- 
' yances ; 

.(lii) to ensure that Government Instructions fob 
^ ' prop'-er .redress -of public. .-grievances ape . 

.. carried out in all departments and districts; 

ClV)'.(to, .updertake'- enquiri es in cases of undue ' 

' delay and of urgent ■riature;. ; , 

(V) to stu% causes of major grievane-es,. and to 
.propose remedies and to recommend changes In 
law', rules, etc. , -where necessary ; , 

( vi) to suggest ways and means to improve the-- 
machinery for removal of public grievances; 

(vil) to recommend to the concerned Departments action 
against ‘d efaultln-g officials and", .i-f t-hese 
recommend a tlo.ns a re not complied with or' agreed 
to , to -bring the, fact to the notice of . the 
Chief Secretary or the Chief Minister •, 


(vili) to ask the concerned Department’s' to send ' reports 
to the Police' or .thetVigilance Department if 
a. criminal case is made out; and 

(ix), to ensure effective supervision and submit 

annual .review -on- .the-.-rec-elp-t and disposal of 


complaints. 

A Public Grievance Office was also established, 
.with e Public Relations Officer of the status of Under 
Secretary as its head,. This office was, howevei, 
gbolished subsequently for ■reasbh's 'cf economy.'- 

' The Government of.-HaTyana have Inhe.rited from the 


3 2. The present Government 'Of Puri 'jab also have . similar 
Grievances Committees- at: the District as well as -at 
the sub-divisional ..levels, , - . . 



; ■ j. ‘iV 


•• ■ '■ r- 'r. r’-rTnllli't’t®® 

- T r, nn i ab " Gr ie V an ce s CcmiM. 

.. r-tr-rnment of unvilvio d r unD an. ,4 

fcrusr Gov..rtmem; sub-clivi- 

*■ t the District Lerel aS;WeU - - 

operating at-.tM. I'lS’ ■ . ; tha fcrmai' 

, . ,1 Tte District Level committee in th- 

■ ■ , --- the District Departmental iee.as, 

Punjab or,n3tsted, besiae=th.^^^ _ .,„silant 

of all tlsM.Ps. anuM.L.^s i tef- t’ne Pre silent 

. i. * •(- P-npTP^ SS GoaiHlt tO- j . 

secretary of the Bis ric ^ jistrlct 

of the District Headtuartors. Municipality, ^ ^ 

. 4 -Up nhaiman -'oi m-- =3^ - 

'jp ■dw '• jf ut S 6 ''t^ate SatfC.^ 5 ' .. .. 

Chairman of Bharo-.t -1 , ' . : — 1 tr piers m 

4- r^ve G'tch cf-tha farmers ani tr.. 

p ™4+i o represent at i. VC OciOoi.t ...... , . 

.Samiti, o -up . 33 ^11 as 

.0,. 4.^4 ,.4- ■' tre Gh.pirnan ci .t-ns.. . 

the District, tn. ,Ji,- , .. 1 1 ., ,o f-r 'a nerid cf 

' ' '■ -f the Bl 'ch samltis by rotation i-r 

the Chairmen., '--f the bi . ^ ^ 

ax months. „ 4 q 'tc ensure 

^ ■ T f-nne^tim of t.hese'. C.ommitteos is 

The assert 1 at functi .n. - 1 4-'hic4 

■ ' ■O;; . - oroperly looted into ; they i this 

thatdll- grievances a O i , ol,os.l before 

.it rf the action taten ■..■hion is plsos.. ■ 
through a report . .- ^ ^ 

the committee. b - d -.0 i>,puty Gomais 3 i''ner entrust s 

..oonit -vf the enquiry,, the _ii-pu^y -n ^ . 

vith the result -f offlter of the District and 

the, matter to the Pub Ip ^ eomplaln 

^3,3 tt .-re-invnatl gated .in consultation ..nth 



Government have 


tlie.' <s>BpQ'Sp.ti on -Ji 
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Some of the important functions of the Public Grie- 
vance Officer are s 

ri'i to suDDly to the public, detailed information 

through L enquiry counter to be managed by ^ 

■’v ' one of his Assistants 

(ii) to meet and hean 'persons complaining of delaysj 
; ; etc.:: and,, take Remedial action 5 

(iii) 'to contact concerned 

exoediting the cases brought to his notice 

■ and to intimate the 

■ the cases to ..the. parties who come with such 

requests' ; ' ■ ■; 

v . Clu) to.study the workihg of District Offices#with 

■ ^ ■ .a- .view to effecting imprpvem.e.nts in proce- 

■ :.dures y .'and ' 

(v) to bring to the notice of the Deputy Commis- 
sioner cases of default.' 

It hlstni#'^^^ Government 

that of fiGers' at,.vario.n bear in mind the 

'■ '■ following. ..ins.truc tions ; 

Ahonyraous and. pseudonymous complaints should 
' be' reiected and. all other complaints should 
, -fee' hcknowl 'edged :within; one, week j 

(li) the authority competent to punish should be ^ 
made responsible for di,spo sal of complaints , 

MliV while representing to higher authority , the 

■ - applicant ..sbo.uld indicate wheter lower level 

authorities were approached and. have fallen 
"to give, him justice ; 

(iv) an affldavifls required on applications 
relating to co-rrup'tlo n *, • 

(v) the complaint should not be_ passed on for dls- 
. posal' tp, an officer below the .rank of S.n*c./ 

iiii- 


■r; , *1' 






action to -.pro-seouto the complainant should be 
taken at the appropriate level p 

(vii) the ‘'.period '■'prescri’bed for dasposal of complaints 
is normally 4 week's. Efforts should., however, he 
i^ode'-- to 'do it'earlier pi': 

,(viii') ' periodical •'■returnM.i'prSscrlhed by the 'Directo- 
■ tat'e.’of Grievances- -should' be 'Submit ted r egularly 

to the concerned quarters, and the quarterly 
1 -'’ ■ • p'rogres.s report a, of":* complaint s' received and 
■■ " disp'oS'ed- ' of ite each irepartmont should 'be 
reviewed in the p eri o, die al meetings of the 
Ministers with their Secretaries/heods of Ee- 
" -' partme'uts- -’i ■ ^ 

„(ix) the Department s should ipOiPd'-e'-' .p paragraphvin 
their 'knnual- ■'Mminist-ration' kepopt relating 
to. the, progress of d.isposal of cpmpl aints/ grie- 
vance s ; during' tB^y^ 5 -' a-rid 

(x) the Director of ■Grievh'ri^ could- 'address any 
, officer of the .Government directly and obtain 
. any information r 'el ev ant to the enquiry, or 
. requisition ;any files, documents, etc, 

Jammu & "I >3. shmir .. . , . , . , .. .■ ; 

All the District Offices have been a.sked to devote 

some time -daily -'for listening 'to. puBLic grievances and 

take remedial action,.'.-, ;-They should i-do. 'r egular touring end 
. " ■ 34 ■ ■■ ' 

sub’mit-'ilionthly diaries. fv ':'f os rrf ] 

Kerala . 

A'h'omplaint :'box" has -been -installed at the Haj Bhavan 

< ..-D- f r- . . • • i* 


34. Letter Ho. G,D. (KAS) 56/66 dated the 7th -October, 1366, 

- from the Govt, of Jammu <& Kashmir. General Administra- 
'tion Department to Indian Institu'ce of Public Adminis- 
tratlon, 'New Delhi. 


to enable members of the public/.to, pu': in their repre- 
sent ationSj complaints, etc, ngainst^ Administration. 
Representations so received are sent by. the Governor’s 
Secretariat to the concerned Secretariat Departnents 

for necessary action, 

, :.v ■■■•. '.A - 35 . ^ 

It has been laid dovm that the complaints 

received from the' ' Governor ' s Secretary should be entered 

in the Central Agency of the concerned Department in, a 

separate register and acknox-fledged, ' The ■■Secretary,., of 

the Department or a Deputy Secretary nominated by him. 

should ensure prompt disposal of the' applications 'and 

submit fortnightly statements of action taken to'^the 

Governor’s Secretary. • ' ' . . 

■ ■ 36 •■ .. 

Instructions have been issued 'to all the'E'xecu- 

tive Off icers,. Heads of D ep ar tme nt s/0 f flees to- set 

apart a particular time to receive petitions or 'to -see 

persons who wish to make r eprfe sent at ions. All Govern- 

^ . V. .' Cv.'.:' ■ ‘ p 37., : - / ; . : : ■ 

ment servants have been instructed to be help>ftfl. . 


35. Govt, of Kerala, Public (Mi sc ell aneous-)Dept,t..,- 
Circular Ho. S3594-M5/66-2/PD";dated the 16th 
December^, 1965. 


36. Govt.' of Kerala, 0 & M Division,.. Memo Ho. 
68377/0 & dated ;16, 11 .^4;:;’' 



ana cooperative in theii’ clealings with the public and, that 
"hoy should, be easily .accessible.; Officers'”’ should, 
n3,xo on tour, meet local .people and discuss with them local 
prob.,i cms. Adequate ■.opportunity should b e given to the 
p.Mi’t ids c .incernod to explain their cases before taking a 
uecision and mfitters of' public interest should, as far ns 
possible, be considered in public, 

Madhya Pradesh 

xhere is no specific machinery at the State level >rt 
uncer the existing procedure complaints are required 

to see whether they are anonymous or 
pseudonymous and/or relate to matters of importance. 

Anon^ m^Uo/pseudonymous complaints -arc generally to be filed 
unless allegations .made appear prime facio to be correct, 
-hose relating to matters of importance are decided by the 
Government after calling for the r c-port of concerned offi- 
cers, if necessary, and/^ record- 

ingly. 
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V 0 & h), ,.ohopal to the Indian In-titnt^ '^‘^^•t'^Ptt. 
r-.d-ministratTon, New Delhi. ■^’^-titutu ox Public 


The Government of Madhya. Pradesh have also consti- 
‘ . 40 

thtted .'I:,.: .Comipittees to deal 

-wlth.puhllc oomplaints. .and .grievances; -...A Committee of 
non^off leic'd.s .and ,,a Committee of :offic ial s, . The 
Committee of non-off icisl s' cohiiats of M.l.As and M,Ps 
-re'pre.seiitin;g the- District, ..Members of the Raiya Sabha 
residing in the Distpict^^ meetings of the' 

District Complaints Committee of non-officials. Minis- 
ters are .not membcr-s of t.he .Committoc of non-officials* 
oGoV'emment .hove powers t'b nominate members but the 
Committee’s strength,, including those 'nominated, 

■does not exceed 25, ■■ The Collector,; functioning as 
■ the. Cony, enor of. the Comriittee, ’■.convanes its meeting 
once a month 'and places before it'-for scrutiny aL 1 the 
.petitions and complaints received. After scrutiny, 
the complaints .are forwarded to the Committee of 
o.ff ici^-,§., for .suitable action,- . d". '. 

The Committee of officials consists of all the 
District Officers' of t ho v arious .Departmerits except 
the District ■ and Sessions Judge,' The Collector 

40*', Government of Madhya- Pr-a3e‘an=.'.(.GenGraL-.>..,. 

: ’ Administration ■Dep artment ).Memo ho. ' ; 
Ca..."533-G.R-46/I'(rvO da-ted tile '30 th ^January, 


o' DS- .'o 


Following are some of the important guidelines to the 
public : ^ ^ - / 

(i) Onlj'" the p art aggrieved should make;the 
application which should contain fill namej 
address, and signature or thumb impression 
of the sender I 

(ii) application should be concise, clear, complete 
in itself and should be written -‘n 'intelligible 
and proper language ; 

.. (iii)tho application should not relate to matters vhich. 

. ■ aro' sub-judice' or .i*diich should more appropriately 

be decided by a Court of Law, Tribunal, etc, i 

( iv) ap'olication relating to a particular matter should 

^ .. be addressed only' to one- 'individual, either 

Minister or the Secretary of the Department 5 

( v) Appeals on matters decided by Governi'e nt in the 
past Vvfll not be -considered 'unless new fact's are 
brought out ; 

(vi) the ap'-licant not satisfied with a decision of an 
officer should approach the higher’ officer, who is 
required to give reasons if the request is not 

■dacceded to.. The party may then Approach the higher 
author i-ties dr the Government ”, and 

(vii) no notice would be taken the applications from 
•communal organisations, or on political matters, 

■Some of the sal-ient instnactions issued by;. Government to its' 
officers are ■ , ■ ; ' 


(i) all the applications, with ..specif ied, exceptions, 
should be acknowledged | - ’ 

(i:0 applj cations received wrongly in an office should 
be forvrarded to the co.n,cerned office under advice 
to the part3q 5 . . ..■ 

(iii) if a decision is"'likeiy to” be delayed, the anuli- 

cant should be Informea of if ,* . ’p 

Civ) ' all applications should, be dealt with bxpedltiously 

' p *•••'. 56 


56 ' ' ■ ’ ’ 

urgent nature 

biit ' tto ' 0 'f . at;/ shontd not 

one veek without specific approval'; of the 

superior officer 5 

- (y.) -..Blatters -cohcerning more, than one department should 
' he " f i.nali s ed. ' by p er sohal '■ disbu s si on s ■ OAftiich " should 
. take-, pi ace.. twice -or thrice a week § 

(vi) District Officers should ensure, prompt replies to 
higher- bfficers/ Government ; •otlh rv/ise, they;^ are' ■ 

. ' to be held personally responsible for the delay i 

'■and ' • ■■ ■■ ' ' ■ ' '■■ '■■ -' ' ' ' ' ’ : -^ ■ . ■ '■ 


(vii); sjib'ordina.te ^.DffiL C'ers should' 'not refer the riiatter 

to higher levels when they are themselves competent 
to take a decision* ' '; ■■■ ' .' ■' 

... 45 

At the District level it has ’heen laid .d own;. that s i 

(i) In every head of Department or Of Dice , under'.i ■ 

. , ' the Zila Parishad a subordinate officer of 

‘ " .adequate status shoiild be 'riomlnated-'.to- deal' 

v;.ith complaints received from the public, A • 

■ : ■■ register of ocmplaints ' should also be main- 

.. - tapped. The r egister should be periodically 
' ■ ' ' scrutihlsed by ■ the 'Head of .Department/Off ice . | 

: (il) i'^ the Revenue Offices there should''be''. a 

designated subordinate officer for attending ■ 
to visitors when the Head cf Office is a®.y' 
on tour or after his visiting hours ; 

. (iii) .there should_ b e,. an. Enquiry Officer in the 

Collector's Office to satisfy "the. visitors on 
■ routine point r- y " . 

(iv) . the District Publicity Officer, who functions 
under the State Director' of Publicity, is re- 
quired to bring to the notice. of the Collector 
anything connected with the District Adminis- 
. ’ tratlon? appearing in- the Pfess p.' and. 


■■is.’ Government of Maharashtra,;- 'Rural Development Depart- 
ment, lettei’ No,l.Z'PAdi064/68384-r dated the 21st, 
’■'December, 1964, to '‘'^I'-'Ch' ef Executive. Officers of 
Zila ParishadSj- 'ahd:' '■'b' ".•.■■' ';''' 'yb'''.-':.r', . 

. ,Govt. of Maharashtra, Revenue Dept.t,,fi.lraul,ar.',no.. 

‘ ' ■ 441 63-F dbted ‘lul.yjb;^! '-to -all Commi s siouer s/ 
Collectors.. - '.'■ i '- -- w ; ■■ . 



(v) eT9ry Revenue Office, shpuld have Visitors* 

: ■ ■ Room; ' ' a ' . ' 

Mysore . ' - 
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The State Government have ordered. the creation of 
0 . 'coll* i'or assistance to public in the offices of 
.Secretariat Dopartments, 'offices of the Divisional 
Coamissi oners/Deputy ComBlssioners/Tehsildars and unit 
offices of the District and Dlvisi.onal levels. , The. ’cell* 
is .to- work under a gazetted officer of the concerned office^ 

The functions of the ' call * \\'ould b e to receive and hear peti - 
tions/representations of the public, and to ensure that pronrpt 
replies are sent to the. applicants’. It has also been laid 
dowx\-hi.at all senior officers incl'uding the Depnity Conniissioners 
should fix definite hours for receiving' ajid hearing petitions 
from public i They should also receive, petitions xdiile on 

Instructions have also been issued that ; ■ ■ 


(i) all letters, petitions etc* received from the 
public, barring a few exceptions, should be 
acknowledged with.in 24 hours ; 

(ii) an interim reply should go if.' the , f .Inal 
reply is likely to be delayed. '» 

(iii) authorities competent to t ake action should 
initiate action without v/aiting for reports 

:>^^iof ••.the,::l;o:we ;■ 

(iv) Heads of offices shpuld . insist upon action* being 

, taken by the. authority to whom th,e.- power has been 
. delegated - and ^ intervention or. ..Interference should 

Ww'- Govt.:: cf- My sore,'.. .Sectt.d ircular ' 'lio, ■. QA.D'/91/QiC / 

■ ■ 66 dated 8,9..6.S, '■ " ' " ' '■ 


5H' ; 


no neet in gB should' he arranged during the 
hours fixed for receiving/hearing petitions 
from public. 


■ Tiie infoi’nation is a-waited. , 

: Oris.sa :-'t^' ^ 

/Ihere-'is no; separate '“machinery at the district or 

lov/er. Ihvelst Anyone, may approa.ch' theDistrict 

Magistrate.,' Suh-Divislonrl ..Officer or t he. Tehsildar 

V.witii ■& ■ complaint and the officer, concerned "may enquire 

into ’ it ;and give relief. . If the officer to whom the 

.:,pe.t;itionval)out the' grievance is made, does not hear it, 

the pet itidner "may appro adh the- higher -authorities for 
47 ' ^ ' 

relief.- ■' 


Pun.l ah .■"I"'' 

' The^mach inery in Punoah is by and large the same 

as in Haryana with the following' important modif ica'- 
, . 48 ■ ■. 

' t ibns ■ ; , ■■ ■ , , ' 

t •' (i) The Director of Grievances does not have an 

independent ex'istence '"now; he is a part of the 
' Ciyil Secretariate 

(ii) The office of the' Publ-ic Grievance Officer ' 

, at, the Secretariat -..has been revived. No member 


47*.... Letter No. 22851/Gen/AR-14/66 dated the i2th 
October, 1965, from the Additional Secretary, 
Government of Orissa, Political and Services 
Department, 'Bhubaneswar to Indian Institute of 
Public. Administration, New Delhi. 

48v Letter No. 1141-DG(I) -67/13277 dated 20th 
•'■June, 1967, from the Director of Grievances, 
.Punjab, to Indian Instltte of Public Adminis- 
tration,-' New Delhi.! ' - ■ ' ' ’ 
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(ill) 


. V • ' ori-^r A in ''til© . . 

of ' ■ 5«tlH;j^,|nent^lth6ut oMatolng 

Secretariat Dep^rtmen^ ^ Incase any mforrra 

■•arr-ilssion of -this oii rc®^* ^ npnnired, the 

perjiby-L-^jp ^3^30 vras req,ux.i.c;^? n,,M tp 

tion atiout ^ writing; to .the ^ u^l -C 

applicant shoul^^b -^o.nArill arrange , it to f! . 

Grievance Officer? ^ ^^iding a requisition 

supplied vithinr_vreek hy s The Branch _ , 

to the to Suply thel'^inf^orria^^^ 

tithe 

or the Chief Minister, ^ 

Ths CorrdtteG at the District level 
las 'District Jigiianc.e ^J-^^-J^^District , President 

^ M.Pn.., ^^•^■:^.?*’T^ll*^stmstrict Headquarters, 

'of' the municipality. a representative of 

Chairnan, oila Poirisha.. State 

■ each P°^^'^^'^®'^i-Prv,eleputy Conmissidner as its 

Letislature with the L^u y .pttend the meetings 

• Chairman. Disttnct^ 

when any item cone ex ux o 

1 asthan ^ 

, . ,0 nffl-e of tho 'Director for the 

the. State level, e.in oiH'- 

^OV-I of public Grievances' bad beenc rested for dealing 
tr, grievances of P'ubllc and the State Govornnent enployees. 

IS office has since been aboli^.ed and Departeents are no^ 
ier:solvos responsible for dhaain| with complaints pertaining 

b their respective. Departments.' 

fh- -’lings are required to have 
All .offices having pi clic ue'iJ-inb, 


49 .' Po 6 ltton'.asc 
Stole* 


eri^ained- during our visit to the 
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adequate, facilities fo^ recc‘-tiqn ac.d enquiries eud 
also the provision of complaint bones. Detailed. instruc- 
tions . applicable to aJLl Government Offpcas have been 
issued . for qc.knewler .cement, of applqca . :: uis receiy.ad from 
the .public and for sending replies -^o M.Ps . and, M.L.As. A 
register for public complaints is required to be main- 
tained .in each, office. A gaz.etted officer generally 
receives the applications and. gives, on-the-spot dep,..i- 
sions. V&nre it is not. possible tod o so, t,he„ matter 
l.s. referred t.o.P he sD..p.ericr authority 'and the applicant 
Informed of the likely tinie whan he may e npe.ct^ a decision, 
A, time limit has al so l®,&.n. f ined for i^gposal of. applica- 
tions for licencos, allotment of landj otcl ” '.nthly 
returns are, required, td'- he submitted, indicating' the 
dis .)osal and' pendency of such applications.,' It has also 
been stressed that officers should keep a close watch 
on. their subordinates- and 'caf-ry" oufPdurprise checks and 
inspections, '■ 'U ' ^ A ■ ■■ 

'Uttar Pradesh' ; ■ '-py-’ -''- 

At the Secretariat level, 'the- State- Government have 
s.Gt"'Up-' 'a 'Petition" Department^'-, ' -Ailk-complaints, 
appl ■'.cat ions, rUo’r'cdrcd -to' ManTs’ld'Cs' e'tCv are required 

- 5bi •iiettei'' lio'ii" ’F.'IS.CS)- 0'''dc'-M/6G 'Ue%o3-'-'tlie' ib-th- November, 
1966; from the ..Cabinet Sec tt.. , - Govt, of Haj asthan ' to , 

* I ,1. 1. P*A. , " Nevr Del-hi ' ' ' ' 



to be received in the Petition Department and forwarded 
to the- cohcernecl Departments for necessary action and 
report, wherever nGCcssary, under advice to t he app-li-Garit. 

i'-t the District level,' there is a provision for . the 
appoin-Gment of a 'District Complaints Officer' to'receive- 
cornl a int. shaving a bearing on integrity 'or '.uriseeiid.y behaviour 
•... o'gainst all 'classes of Government servants posted in the 
Di S ict. The c omplalnts' are then f orwarded to the concerned 
officers for necessary action. In addition, every District 
office is-G>rpected to keep a ‘complaint box’. • ■ 

The State Government have issued generaljins tractions to the 
effect that : ' ^ 

(i) all. letters or petitions from public should be 
■■ aclmovil edged and replied promptly 5 

di) an interim reply should go if f inal leply is 

likely to be delayed. The pet itioner/appl leant 
should be told the reasons in polite language if 
his request is not granted 5 ■ ' ' 

(lii)no action should betaken -on anonymous or pseudony- 
n mous oorqlaint a&p^ell as /complaint.s which are 

■frivolous, scurrilous, deal with petty natters or are 
written in improper language | . 

Civ) applicants should. be advised in case the subject natter 
of the application is sub-judice-or the matter could be 
decided only in a Court of Law. ; and 

( v.)p time-limit should be fixed when calling for 

report from a- subordinate authority. The time-limit 

stric'tly.;;adheyGa;::tQ|»tv:m,'i:.i:;;P 



1 1 end^ in g to comnl a .1 :nt s. ,.nnd gr xg \/ - me e s ^ of -tiiB Brntl ic 

( i) a ’ Complaints, Cell;*-: with,;, an"'of cer ^of _ tho _ _ _ 

• 'PahM--' of Deputy Socrotary os Complaints Officer 
should he ,e Stahl isheh in;, eve:ry Depar:tineny, - 
Office'-^t' the State level. All complaints 

' ' pertaining, to,, th£v Department sh^”''.^y y 

[ 'i o'n fo him thro uSh the Head, of _iacartme,Qb_ 

Office for processing and taking -yne'^iy. ^ 

'O' , lactioh and the Compls.inant informed of e 
t ion taken*: ^1 i , "i 

''■"Tli) A rosDonslblQ o.fficsr, should be designated 
as ' 'cApiahts Officer' In every Distript ,, 
n-pf i oe as at the State lev-els 


ting machinery 


■procedures for redress,,, .of citizens* grpevonces in 
various States withfn .the h-ountry,^^ we- .may now have a- ■ 

■ l-ook at the institution., of^ its ■ equivalent) 

as' it has developed;^ invother .cqunt^^ 


' ' The institution of Omhudsman in the com gxt; oi- 

this study is used in the sense .of a hoay,. outside the 
administrative .organisation , to supervise on. behalf of 
the citizens .(or their r epresentative bodies, riamely, 
the Parliament or fhe State Legislatures) the actions 
and deciins of Administration ylsrn-Yi ^the citizens* 


Circular d«o« ' 

March 19^6 from'" the Chief Cecr 
to the Sdcretar.ies, etc*. ox bt 

Circhiar . letter No. 

April-, 19 e. 6 „i,. from -the- 'Govt, of 
■D'Ghtt *■■■' (General Adtm., , Branch) 
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In bills sense, it inclucies, the Oiahuclsman 


established in Sweden 


in 1809 (its preciecessor, the institution of the Chancellor 
of Justice established in '1713) , followed by the establishiaont 
of Ontudsnan in Finalnd in 1919, in Denmarh in 1955, and in 
ii^rvay in 1962. It also induces the Procuracy in the USSR 
headed by the Procurator- Generd, the Conseil d^Etat of France, 
and the office- of the Parliam-entaiy' C-oainissioner for Citizens* 
Griev:' ''ices recently instituted in the IJ.K. 

, Many' oth$r countries have been considering the establish- 

rent .of a '1 ir institution for redress of grievances of their 

citizens. The Institution broadly f alls under one of the three 

nod els - Oabudsrnan, the Procurator-Goner al or the Conseil d^Etat^ 

Details of these organisations and their working are outside 

the scope of our study, Suff ice'-it' 'to say that the- systems- of 

. .Ombud '.jan or its equivalai t have many, characteristics/ in common#- 

The systems by and lar;;:e ,5 serve as a'd-’ watchdog* of Parliament, 

tho’igh independent of it as.wel-l as- of Government,- They have for 

their main" purpose, the supervision -and control of Administra- 
and the improvement ■ 'nv . 

tao.n/ fnrough suggestions^^, 2 ,/an^ existing legislation 

and- iuministrative processes. The Ombudsman of its equivalent is, 

-..-.s ndy stated, --indep. -indent of -government - and 'cf Pbrliament , 

IIo has a right of access to offhcial lecord-o.j., .-to,. ,te-and .expUnati^^ 

irom- officials, and to .£iagg.;est to -Goyernmeht or 'Parliament 

punitive or remedial action against individual officers or 

against the systems and. procedures,*- , Tn short,/ what C.J'. Hamson 

" -G ■ ..V". ■ ■ p»'*, .64 




has said in red at idh' to vthei system of -C onseil d^Etst 
of France is ad tl ic ahlda ^ ra ntat is . mut and i So to the 
system of Ombud'stnan'mr - 4 ^ s' 'eq^^ as a hdiole s 

” The ;hasic princd^.he ■ of the . recours en annul at ion 
has that 'order of simplicity land universality, 5 
its consequehces are cardinal. It.§i'-‘6s to t.,s 
French cltlseh the right and the "pov/er ti arraign 
the adm.inisthator 'vin r espcct of iais; administrative 
act - in the ■ litehsl, ■ sense of that 'xrard,' 'to bring 
, hi^3h§iad hi.s -.-act '..to ..the test of . reason. 

Within/l-'-f ramework of‘"these cor-mon characteristics, 
there are a number of ,y.afi'a.t ions in the composition, 
character, s cope and functions of the .Ombudsman or its 
equivalent in these countries. In some countries, 



Ministers a.nd Judicifd.- .authorities''" al'so;a're subject to 
the supervisory authdfi ty of i the Ombudsman'. ■■ There are also 


yariations in the control over' the acas of Civil Administra- 


tio-h-and. .thelHilitary-'Anthorltios.,- In some countries, the 
Omhudsman has the., specif ic right to- criticise the wisdom 
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...SiDiae other countriesv also have Mop t eel the system of 
Crlouasnari -or ..its M^r^ivaaehtt .Ne has already adopted 

statutorily the. ihstitution of ■ Qiahudsmah. 

t.. Ih::Ehal.and, o Parl-±s.ment ary 'Cpirimissioner has been 

a':;oo'' nted. in Dursuance of the Wyatt Report (1961), with 
d- " ' ' " ■ ' , ■ ■ . 54 

functions similar to that of Ombudsnia.n , but with certain 

linitations to suit the British Pari ianent ary system. 

Sinilarly, some East Eur6peaJi countries such as 
Czechoslovakia , -Hungary ^o-lord. and Rumania have adopted the 
modal of Russian Procuracy, and some other European countries 
'■'ij' itably Belgium, • Greece, .Cyprus, Austria,, Spain and Italy 
have -adopted the ' model- of -Gonseil' d ’Et t. 'The Federa,! Republic 
' of -Germany adopted in' 1957' the institutfxn of Ombudsman speci- 
fically for military .affairs. a 


M',; ' Consider'- bio body of literature, has ci'oxm up on 

'^Ombtidsnan' or its equivalent in recent years.- Mention 
- ---b.'' may be m.ade 5 ampng other-s,- of,?- ■ , ■ 

1. International Coramlssidh of Jurists (British 
Section) . The Citizen and/Adninistra't’idnf 
. , .The Report (Chairmans Justice Wyatt) London 

(1961). 

9. n«¥. Scylnar on Judicial ‘^nd.-O-ther ..l^emedies 
a.Ralnst, the abuse of . admirListr.:aA.ive "authority 
■ b...'., '. '. Sloctooim, , Sweder^ June, ,1962). 

3, G-, J Hamson, Executive R lscr-efeion' and Judicial 

‘ Control . London, ' S■b.ev€ns^ (1954). 

4. Charles E. Freedmchn, Th.e,. Conseil,. d..*Etat in Modern 
Ejiance.., Hew York, :.Columbia University Press, 1961. 
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Some other countries have been oonsiderlng the trans' 


plantation of Ombudsman. , The USA has been considering 


the adoption : 0 .f the ■ihstltutipn; of Gtobuf^sman' vrtth a view 
to su^ ervi sin g ' adminl st ra ti ve pro e edu res ' . an. 1 dea to 
which ■various' promlne'nt: individuals and bodies including 
the first. Hpp.ver;...Cofflmtsslon,: have lent their support. 


Greece, Japan, Canada' and India are some other countries 


that have been seriously considering adoption of this 
systsn. ...... • 


The Administrative Refo'ims Cfommission appointed by 
the Governme.nt of :!'fndla'"'have also considered ,in g.reat , . 
d etall_ 'the probl.«m’s-;of ■■redress of citizens* grlevaneps*"' ■■ 
They have f.o,und _ the-; 'existihg' safeguards for the citizens ' 
and t he arrangem-ents rfor' bedress of t heir grievances. ' Ir ' 
Inadequate and '.c.D.me't^o.vtho' conclusion that Ind.ia.;.too..isr' -o 
in need, of an Ombudanan ■type'^f ' ihstltutlon. In the words 
of the A. R. G. ■ • 


; (Foot Mote contd. from .previoli, s., page) 

5, Dietrich f., Lovber , ’JThe -So.viet 'Pro curacy and the 
Individual'* Jou-rnkl '^or.; the Intomatlop.al:-Commlss 
of Jurists , Vol, 1, Np., Ip Autumh-Wtttter, 1D57. . 


6. "W. Hohkhan .&. p., ..Pratt , gtodl 

Jl d , m .lnl,s,t,£h-ti,v^':,.La.Wj ,Al&bama~ 
University of Illinois Press, 
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55', Ad'talnl strati ye .B'eforms»CQ.ginl ssion, ' Iftterlip. Report on 


£mb:i.-i?ffis_..Qf:..Rg3r-esg efi-GmfeeQ'st Grt e^anceR 


(October, 0966)-, p/8 


our study of the. institution of Ombudsman In 

Scandinavian couhtrle:s.and_of the ?arl-a^^ .^ - 
Coimilssioner In New Zealand and of- ^ 

of these functionaries convinces us ^hat w., _ 55 

suitably adapt thele Institutions for our, nerds. 

‘ • ■ --The l.R,C.. have.accordingly recorame setting 

up of two institutions, to be, designated _ thOvLokpal and 
the iokayukta. The former will, lopk Into conpl^mts against 

"adminstrative acts of- ■Ministers .and Secretaries to. 

Government - at the- Centre and in, the States# The 
Los&yukta- - recommend ed' one for _ qach State and one at the 

Centre 'i-''' will look Into, complaints against the adminis- 
trative acts of other authorities. The A.RiC# have .also 

■ .appended to' their , report -the, dratt bill for the appointment 

’ and functions of the Lo.kpalV -The d raft bill for Lokayukta 
can' be adapt'ed on these llries. 

: Summary 

■' The 'studies done. on citizen- Administration relation- 

ship in India, are vo'ry. few- In number compared to the size 

■ df tbe' country tond. the complexity of the-. problems of its 
people. These studies, as was to be expected, have gene- 
rally focussed their attention on the d eficienci es in these 
relationship's and 'bri 'factors- ’’^hd s ources' of people-' s dls- 
satisfaction with the Admihist ration f ■though occasionally 
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also 

they :>:/ give glimpses of the bright side of the 
picture. They pr'^vicle evidence of certain adnlnis*- 
trativG weaknesses, v/hich continue tc. persist 
despite the very user’ji suggestions made, and 
Instructions issued, from time to time for toning up 
the buroaucratic apparatus. 

A groat deal of attention appears to have been 
paid during recent years to specify measures for speedy 
and effective handling of citizens’ grievances. These 
measures prcseiit a panorama of ’v/ids variety, but the 
question that needs to b o examined and answered is : 
how far have they been helpful in reducing the area 
of citizens’ grievances ? This is the one question 
to which our study proposes to address itself. Further, 
if they have not made their improct felt, why is it so, 
and what more needs to be done in the matter ? For, 
no-twi-thgtsasSi-hg the .institutions of Lokayukta and 
Lokpal recommended by the A.R.C,, it is the Administra- 
tion that has to bear, and carry out, its primary res- 
ponsibility of ■ dealing promptly and adequately with the 
^ ■;gr:ievances:eof ,^b:itt:aens::.;'p!,;-p;:^;p;:p:iip':.-ep;::'; 
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, , .. .. GHAPI'm THREE.. . a ,,-., -'jin • 'r/ 

, ■ • Piel d.: Inv esti aation and- Data 'iUi nl.vsls ; . ; 

MetbQqQlo.gy and SamplinE . 

(1) - SGQpg: of i the - Study ■ P- ^ 

. ■ The purpose, o.f" the present study is ..to, explore in 

depth the existing, machinery and p-ropedures'. prevalent’ in 

Golvernment,,, office.s for redre.ss' of ■ citiz.ens’ gfieVances'. 

The-.. more important aspects of this study are,: ' ■ .' . u 

“) to examine records at the.' Secretariat ,■ District, 
Tehsil, Tpiluka and. Block levels and to, see how 
h-- -^..ap|licat.ions, compi pln ts , ., representations etc. 
from 'c itizeh s"are'“h&n3X'MY~'''’’'''" 

h ) ■ to identify the" problem areas 5 

d ) to identify the relative strengths .and weaknesses 
of the •-existing machinery and- procedures. and, 

. d ) t.o -sugge.st. measure'a. for removi|ig‘‘ the weaknessp-s 

and' strengthening the existing machinery "an'd . 

_ ■ , , procedures. , . ■ •. *' 

'.Pl pt ... (ii) Jbcua f^f thfs ; s.tudy 

In - o.ur . s.tuly .of ,• thCv ppoblemj j we-, feay.e refr,aine,d;'- from 

going: in-to-j the. quality.'. Qfa the- cfepision t .aken-, - that-, is,; to,- say 

the merits; or- dem©,.r4.ts G.f .t he: way d,lspretion ■ has-.- beenv.;;:.: , 

; exercised,. , In our ■ .view; the.- pro.blem of rig.ht.or wrong-use 

. o f..', disc iret ion,., ]Ls . .ofr.,'Se cond^ry imp© rtjpn-c.e'yt©'". thev, purpo se ,■• 

of our '. study *•■;. • ■Quy. hurpose, .•'Gl>ieflyr 5 ,.t.ij 3 tt'o,i; Identifypthe 

causes, within the administrative systems and. ,p.roc.edur,es, 

that breed citizens* grievances.. . ¥lth this end . in view, 

we undertook to ' - ' various :ktrj,ds of communications 
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from the c itizerls isri st. or appliiation, 

■i representation- or a pe tttAonpfer Qf- an. earlier 

P€>cision, etc; We have ■■p-l-&ce.fi.v..._,.£-re.at empha-siso-n the 
-.time., factor, that is, the deltay in the disposal of a 
.•communication from the public; This'pwe- haye done in the \ 
belief that the public -woUld appreciate 'prompt response 
. erid action or decision, even if it is considered '‘wrong 
...or .distasteful ; for they coul'd -'then seek remedy through 
the ways available in-, a democratic system; 

, (tii j .Sampling- ana Operational Definations t 

•■ ,. ' pWe -conducted o.ur study in four. States, viz. Orissaj 

Epjasthan, iindhra Pradesh and Maharashtra. Within each 
Stated a District and Within each" District j a Tehsil/ 

Taluq and a Elolk were selec-ted at random for our study. 

Our study was confined'- to- the... Departments of Revenue, 
Irrig.ation, Industries, GjciperatiQn-:-an'd .Health; Appli- 
catioiip , petitions etc; ' received from . thq., -public , as 'well 
as i:rotl Government employees In. each department/office'.' 
our in g the period Janu&ry to March 1966 we re -.taken up to 
fsrm the ‘universe* of 'oiir- study; Prom this as the total 
.sainplo, we selected,' primaril'y. 'on the_ -basis' of. diary numbers, 
about lo applications in- each .'department/office for 
-examination; 'V'd'"' '■ ■ ... ■. 


The applicati n 
1 

predesigned schedule. 
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s were- examined with the help of a 
The operational dofinitions given 


to gome of the terms used in the schedule 'are' as follows: 

a)' ’*Apf)lication” refers t) any request, complaint, 
representation, petition, etc. received in a 
Government office from a ci.t.i.ZQ.n,cr a-.govern- 
^m.en.t employee; --o ■; t ' , ' ■’ 


b) "F^'al Disposal*’ means that stage, o'f 'action where 
no’*more'oaction is requirel on the part of the 
department/of f ice concerned; 


c ) *'No n ackicsJiig-teag-iAfel g o aPAl ic aj io.^i s co mp rise 
forms of wikkten. coffiriiunr5%fid-n' thiich ■ 
biigihbtd^^ro’a: a'ago:vernni.snt employee .or a 
...... departiiiGnt/off ice , which are 'anon'ymo’ds, that is, 

■'where the- nteme-- or address of the ai?plicant{;s) 
...Is note legible or is not indicated ; ote wheteQ: a 
■'■reply’ sente within 10 days. ■ , 

’The an'^i-featlons 'i.wererte^^ int'i tine following 


categories aebbrding-'-to the time -needed for .their ^ dispo sal : 


:fTi 


Glassification ^ t ;r ' .tdMax-i^^ time . 1 imit in whi ch we 
, ’thought 'they- are expected.. -to be 

. -.q) .-Routine and simple ■ ' 

'tacknti'tc'led^bmGnt',:! -.i;;;.. .,.. . ;... / 

, ..for^iuformation , ’■ 

’"reminders', asking . .. , 

for/ furnishing . - " 

Paperl'R appii'- ’ n’.-b:..; 

cation of simple " ''■' 


miT,'; 








tije/,Sd^teiule-ls' pivfn ' |n:...a^^endlx III. 
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rules/precedent's ■ 

b) Gijmplex (involving 
policy is sties, 
■rejlaxation , of 
■■ ;■ . rules, ,, 0 tc . ) • 


c) Sub-judice, 

criminal offaaces, 
'etc. , ^ ' 


■( i'y )• ' Limitations n.i 


15, days 


30 days 


blhey, fall outside 
■the scope of our 
■study). ^ 


jstudt 


■ Due 'to the limitations- of time and- finance, our 

stijdy; had .to '-be- confined to a very sm''all -Orea, 'and 
.■'. .■.■Within .-tl? at :.area, ..to, a very small sample. Because of 
;-,■ the, variations in the system of registering applications, 
the sampling f rame ^ was , often not readily available, ' 
-...mt.sp, ^out of^^t he selected^ number, -sometim-e-s- -an-application 
had be re.jrc ted 'as infructuous from df he -point of view 
of our study. Because 'of these reasons:, the sample 
sel.octed for study cannot be r’Gga-rded .as ■••representative' 
in the strict sense of the word.' Since pur' present sample 
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,1^, ^r'.anaoffi’ san^pllUg one] 

ipnrpQ si^ai s-ginpl ing, ^.tjae r.e5U|..t s o x’^" the ^ s tudy- may' 
be regarded-. as Indicatlvo o-f -t he'- gsndral 'crend; '' 

B, r. Data An dl vs is • - : ' " ' -■• ■'•'■ ■■■•' 

;We gtKdlcd''’a tot^ of 435 cases spread over the 
four States, vi'z'V ’Aridhr'd Pradesh, 'McCharashtra, -Crissa 
and'.'.Jiaj'-asthan. The cades hirers drawn' from all the 
Bep'af'bments' 'se-lehted for 'study a'o State, District, 
Taluk/Tehsil and Block levels, ’ ' *' 

Char ac terlsd:;:iC!h--f)d^ ' Arpl ic at ions stud! «=^d ; 

The -'■d.isfr-i-b-irti->h'- of-- ease's •hthrtTetf"'id"'''v'afi^^^ ” 

States., was fairly o-ven ;■ iindhra Pradesh and Orissa 'each- 
representing 27 per cent, Maharashtra 28 pex- cent and 
Rajasthah" 2D'"pef”ceht.'*' The'’ntimber of cas-ds^drawn from 
State and District le'vels ( 45 per c- nt and 43 per cent 
respectively) was higher than that from Tehsil/Taluk and 
Block Levels (6 per cent eac h) . This w a s so..,.. b.€,c au se at 
t he^ fo rmer _ two_ 'leyels^_ e_ach.„„^’pairtm^^^ tre at ed 

■Vajs/unlt, while at the latter two levels, the office as 

,4,. 'The.-;_ teg*®e t:areh'-'T^”eH.&^’' used- ih'- this /■' 

report" rel ate to the State, pistrict.,^ T^luk/Tehsil 
,, and ^Blocfc-.level-s'i; x-ahtl. not -.tb" thff- hi'e-r-'atdhical 

rtSffx;t'-7strutihr|tbf;i:ahiO;ftwiitttihh;i]^ 
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(■ 1^ Mature of Applications - ' ■ » V ■ ^ 

In the sample studiVI by usv therp *1 preponderance 
of casos-whicb can be ■termed as simplei.and routine (64 
per cent), complex cases are about, half that^number 
(3^1 per cent), the- remaining 2 per cent of the cases 
were those of judicial ■ or: quosi-.3^dicial nature-. 

When we' relate the nature of these applications 
td"' departments and/or levels for a _ comparative study, 
some interesting features como .to- light .(Table 3.1 and. 

3,2)-,-' 




Mature -wi se recue s t s/'oe ti t io ns 

.received by v-arlous dePartmentsC^. 

Nature- 

■Revenue .Go.- , 

. Health 

Indus- 

Irrl- 

Develop- 


of , 

Opera-' 


tries 

gatlon ment 

Total 

ApT.'li- - 

tion.. 




(Block 


cations 





1 pvel 







. onl.yl 


Comolex : 

,38 . 40 

y, / 

37 

10 

50 

■ 8 ' 

34 

Simple 







& Bo u. tine 

i 62 60 

58 :::■■ 

90 

46 

92 . 

64 

Others. 


1: 1 - 


: 4:-; 

- 

2 


ioo' IDO . 

;:V-.:;-lD0. ; 

: - p lOO b 


; ioo ' p i 

100 


( Ifcd 3i^ 


There is an appreciable _v .aria t ion. „in some cases am 
--similarity .in .others as far as, the -percentage of ..complex 
cases 2 eceived_ in variotrs- -departments Is., concerned,.. Half- 
the applications r?celved in the Itepartme-nt -of. -Irrigation 
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are complex; while the number of complex applications fe 
only one -tenth of ThG~''tot'aI"Fe'c’elte'd'’%n:^ 

■’'D6#hrtBi^t. : Ihe .;nuis.bGr ;Ojf complex applications r eceived 
"fn-tthe HialtblSevenue and Cooperative .Departments is about 


■'.two-fifths of the total In. each Department (37-40 ^)* 


Table 3.2, ■ l '-’ 

Iature.^lse,...reauests/petitlo.ns.! received, at various •jirea ■ Level sL%) 
Nature. ..of ; State District • Taluk/Tehsil’ Blocli' ' Total 


apflicatlonglevei-'' •’ le-vel 

Complex 41 31 

Simple, ... : o.. 


level 


level 


Soutine 
0 ther s ' 


41 

31,,.. 

'26 

■■■■S '- ■■ 

'i 34 


« Vr -Jr - ' 


p:.,' .i-.'V 

64 

■ 2 ■ 


■ ■, 


i 2 , 

100 .-.r- 

100 

100 

100 ; 

. ^ 100 


■Mff=436) 

Table 3.2. reveals t h at' t he numb er of ■. co mrl ex 


dn’ 


levels. In our sample the percentage- of' "cDm'plexi' c'asea at 
the State level was 41, at the District level ;3l, and at 
the Taluk/Tehsil level''”25 and -at thel..KLock level eight. 
This would 'possibly' Gjiplain t he nped 'for personnel with 
better." competence and greater e.f fo.x'ti.' fdr disposal of 


bases ^ai 


■a l?.ve- 


for,;,it is the complex cases 


t.h-at., are.’.as.sumed to form thev-hard ,core, of the problem. 
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Channels through whlo-b applications are 
; . -- xecelyed i _ 

'■ ■■ Miiny off leer s seemed to entertain' the feeling that 
people would rather send their applicatibns to Ministers 
than -to,, the officers who _ are nearer* them and a^e r eally 
concGrned w ith action on their applications*' ■- Sfome others 
felt that people 0'miorse their applications, as a matter 
of r..-'Utin« to- Minist.er,% :_ The- extent of these feelings 
is not, : however', borne, by our sample in any o'F't he -States, 
as is, evident'' from. : Iable 3,.3,... '\ ^ - ;. u ' , 




.^.strlbution according to the channel through which 
applications 'are rocelved..(%; ) 


Channsl Orissa 

A..P.. 

B-ajasthan 

Maharash- 

tra 

Total 

Directly by 

Tk:i ■( ■' T* trr n ■f’ O o 

' 61" 


"'61 

ThrC'Ugh 18 

MiniSsters 


24 - • . - 

as .. 

19 

Through higher 
levels-of ... .. 17 

-Administration. ' ■ 

■ .is:.; 

' 4 

14 ' 

13 

Others, (M„Ps. , 

K, i, «s,')’ . ' ■ ■■'■■■ 2 

6 

.14 


7 

100 

100 

'loo 

■ 100 _ 

100 


(100) 

'• (67) 

.. .CIOS) 

(367) 

In Chapter 'Dne .wo 

"made a* meh't'i 

oh'-ol-t he 

feeling 


©ntertained'.by many officers t'Hat "people- send their appli- 
cations simulataneously to. different levels of ^instration 



and in many cases only to the higher political levels. 

Qi;ir idatar^su'g'gG's't 'that T9 ’per" .c'eht’.’fe. f. tho 'tOtal.j,,,.ajA 
were received through' mtriisters. a:nd 7 t er o^nt .through 
etc - 'comprising .about one-fpurth of the 
total Tot-', - l-t' may not' ap'^ear^ . to he al high figure . • 

s tati Stic -ail y:y but its iimplicatiohs appeat to. be quite 
s©rious,i'-^ Bceb' it imply that the citizens,, pely -more bn 
their, toiltical- representatives ,foi everything they want 
don.e„rby , the : hdmlnisttatibn. than o.n t.he a'dministrators 
themgelv'e.sl^'' THbW:' 'much 'it .leads to politic..al intereferehce 
in :day ''tQ ,vday''.'admin is a question, to which'^otir 

data have -no answer! tiit the question is worth further 


conisid.er.ation'. o'. • 

. While official' feelings, in tpis matter appear to 

be somew'hht et-’^ggef tted. there is need for .further. eMulry. 

¥4etherp:itp^^lii^:l nece . 4 the . , C ; i . i^ -ghS , tq.„ 

their 'applic a tib ns t hroh'gla t he Min i st ers It is. also- ■ ' 


worth noting that the percentage^ of applications sh-bmitted 
■■through Ministers'’' is,' Ib'wer in Maharasht,ra.-thah in any of 
the thrbe other ' State's 5 though only in ..jMeha-rashtray a ■ 
.District ■fbrm'^iy 'aiiotted to each Minis tferv- Our- ‘study, 
.confined as it was to 'a 'limited number of issues, has no 
explanation for this' phenomenon ; but we’ feel that a 


further probe ,intO:,.^ the ra.psons that motivate & citizen to 

■submit his application to. Minister will be worth while the 
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(iii). 




■ '■■'Half 't'fie ■■■applications roc6ivpa froni the public, 

including the institutions, contained requests to 
Government for one or other services or sanctions and 
the other half "comprised complaints. . Tv/ 0 ~ thirds of the 
’■'rdquists' cohsistea of pra'y'er fot grant ‘of specific 
services, facilities, permits, etc., and onei-third for 
specific sanction's" like release' of share funds. Of the 
"complaints"', about half the 'number, pertain to non- 
p rovi si on "of 'supplies/facilities , of to dis'cri minatory 
'treatment^ harassment, rude hehavtour, etc| and the 
other half pertain to corruption, improper ' practices , 
mis-uie "of "povjer and' aop'eal agairist Goyernment decisions/ 

S-C tionS#^ ■ ■ - - - 

I':.,;.. '-ap'pll^cra ■tioiis f rbm 

■ GbveTnmeht' .emp:iby-xee:str-eiat-e---te”-&;-be-t4^^ s ''"io t , mo re 

■ or les^'-equaliy divided. These 'relate ‘t'o "r-equ'est" 

■hhd' "compiai'nt's"' b'n '•matt ers cbnn'pcted'‘^th' t heir service, 
■•'for e-xampie'V requests' for prb'vi'^idh''ot' specific services, 
requests* -for- 'paym&t "or arreattV'dbtoplaints about service 
matter's, complaints about 'hoh-pa/ment of a rfear s, and appeal 
;:|:ia;iiinst ;b:eclsion s.'''' 






; ■ , ..’a •' . - ■ . '..ji.. ■ * k J ^ « 


J 
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V ' 2. ' Procediii^al Prj'fiie "o ic^kes!'' stndle’d: , ; ,; 
Citizens'^' grievances are* s'f ten' a ttr’i-buted ,tp ^ 

P ro c edub^r"' ' ■a«'i‘lci-eneie#^akyj-' :tj.ro cedur al 


issues involved in' thG' faandiing' bf ' atd>3;i'c at the , 
citizens are "the way ’In whicK''bhe'%pi®iGbbio:QS/'aba 5 
^.-'■diarised, the extent to whidh they are acknowledged 

the way they are han&ed hy-'cf-ticers ' in dako stage., the, ; 
total tine taken for their disposal, etc. ... In ■ this,-,, section, 
it is proposed to study '-theae-pro cedur al aspects with a 
V i§w”' to' lc'eabi»g”'-%fee-kco^ip.r.a± tv.el;y.„.i&c;Xigo.-wehk V and_ 

areas p,. 

' tl) Dlarising of APPlicattDns , ;-; . 

Ninety-seven per cent of : the' applicatl.p.ns examined 
by us are diarised (registered) in Offices (Table 3,4) 

Table ' 3,4. .' 

the APTaic.atiQn diarised in the dealing . Section 


Yes 

• Nd 


Pg££g.Q.t^gg. 

97 


,.-100 • 


■■■N=-435: 


in comparison with the large riumbaY ‘of'' applf’dations -which 
are diarised, the nuftber of applications' which' are -ho' t 
diarised is (jilte ‘ small t'only' 3 per “cent) j but consider trig 



the .iciGoptance of di arising, - even this small percentage 
sf-ems to .be .quite^serio.us,- . . .. 

ijg-gfs’faer for di arising of aPDlication=! ; 

■■ t A very large number of applications (90 per cent) 
are uiarised in the General Hegister, that is to say, along 
rwith the o.ther communications.;. 5 per. cent are di'srsied in 
the .Petitions/ Complaints, iiegister. and 2 per cent in both 
(Table 3*5), . . , ...... ' ' ' 


Type o f Register -in t 
• i£vpq Of Register 


General Hegister. 

P e t i t ic n/ Go mpl a in t 
Hegister / : 

..In .both 

Wot diarlsed in .a.ny 
register 


Lc ation s are dl ^ris Pd 


Tot,al H 100' 


W = 435 


In as -much as the follow-up or scrutiny of ■ 
applications .iecomes amoult when their registration Is 
mixed up.wlth comaunlcatlons of a heterogenSns nature, the 

fact of their not being diarlsed In a separate petition/ 
complaints register may possibly be one of the factors 





v; ¥e have 'already said that all application received 
from. .Government ’servants are non-acknowledgeablei 
Ap.pl- i-eet ions from the public to which reply is expected 
to le-'-'Sent within tan' days of their receipt are also 


non-acknowledgeable. BxcludiQg these- two c'ategories, 
ln4' 'number of ac top wl edge abl©f ^-d-, no-n^'- 
actoowi-ed^g-e-a-ble'" avpiic utiuns Is almo st G^u.elly-d-ivi’ded, 
However,^ if the applications of . Government employees are 
excluded from this sample, the number .of -actoowl edge able 
.■.appl'lc-atioW would' be greater than that ,o-f non-actoowledge- 


able *ppl 'ic' dt id 





'Ouf 'next enqul-ry' -w-as -bow many of the acknowledge able 
pi ications were ■■■actually acknowledged. 


cknowledged 


Table 3*7 would indicate that* jo. 


This seems to be a fairly serious matt.erj for 
even if action is initiated by the • Government Departments 
on such applications'j ’--the citizens j who send them, are 
incely"'tb'' 'gD '- a]:out --^wi-bhothen.rimpn^^^^ of .offici^ apathy 
fendac'knoWedee^^ of applications constitutes a 


The Governments of Andhra Pradesh, Maharashtra* and 

Rajasthan have issued specific instructions that the 
applications, petitions, etc. submitted by the public 


33; : 


should be' ackuoM'Gdged. ' Hes it made atiy .differenbe in d 
tlie ’ matter of' ablni^ of applicatio'ns' by these , 

St 8Te's'''8 's hot’ s eem to 

htt'e""isgh'ed tny''‘st'eclf'itr-f nftrah-tlo'rth^^^ ttofs'-re^ard? ■ 

^ rable’”':3t3; ' wof ld''' 'g'ho''r'''^ 

highest percentage of the applications ?c’1^0T/fled'ge^ l-g...'--- 
■■sh6'te'tf 'By'"M'ahatkttitft''-"t'^'"fbf 'second, by 
Orissa (38 per cant)!' ' 'These two States, one' ■which has 

issued specific instructions'r'and-'t'ho o the-r'''whrcrh-'has''“not , 

stand/ at '.a 'closer ' level %hite'’ the''- 5 t1:i=er^ two*' 'States - 
/indhra Pradesh (17 per cent) and sttari'''-'’(lb''''ttf* 'cent) - 
score far 'le,ss, /even' th.ju'gh\/bQ.>h .pfe ^them haye issued 
specific instructions for -ackho'-wlcjdg.emc'ht ''of 'applications, 
■ ' Tabl-e-S.-8>'- ' /-'-I • ' 


6-WXSG 


^deement. of aus'llc-atlbhi 


Orissa '-Andhrai Ha jas- ' MS-harash-* ' Total 
' h'O-;''. ■ ' thgn'k'" •''tra-'' 'T'v .. _____ 


Acknowledged 


Wot, 'acknowledged 6$ 


17^ 10 

83 "'90' 


■ 100% 100^ iooT 

,, , ;I:p,55 ' .,N=63 f=40 


100^. 

M=63 


100^ 

F=22l 




appI'lcatiohs7ft6&' the, citjt'zeM's,--'--'- Other 'ally 'Spekkiag, a 
stand ar'dised'-" ackno wl edgement • fori sbibui#--no'%t4ke. mo re time 


■ ^ :J 
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than the 


fount for diarisln 


as iDany as 97 per 'cent of the 
is no reason why they cannot be aefc 
— ££.§--5on for non’—aCk n owle-d P i^’'^ ^^'^ of 

— thr.t, " hablf of doing .Qf 

at£iblishec|. '.the nr 


^ apvl joatlbns' by Officer s In Dak 

procedure generally ■provides that' the Incoming 


exact Instructl 
ID. varlousr 


as far -^as: they --could be as 
ttad by us are as follows 


un the Secretariat) will"- 

»?S'5,S;“ g“ •• “ *■ 

iul every receipt in token of his having seen it 

_■ y the assistance of. the office, and 


Maharashtra State; 'Mant) 
^§.P t ar 1 at Ife.p ar tmpn t g 


ediire for 


applications to oll^icprs in cialt stage. 

One shcru'ird'-tacrrfii-allT 6xpB'n"t''‘''ttt>:t'"';s¥'"'S the a;'pl !■- 

cations’'' as possllpli-e , .should 'be ciispo sed of by offlcerci 
themselves. / The Manual of Of f ice Procedure 'id the -. ' . 
Governfiient of India and in some States •: specif icall'y •provide s 
for this, the aim being to speed up disposal 'by. reduction 
of handling Iti'vols and elimination of unnecessary and 
excessive noting at various levels J in fact, the latest 
innovation, namel^. the off leer -orie nted system' is an. 
extonsie'h'of.this'Filnciple.''' 

. Our ’data suggest (Table 3.0) t’lat a large number 
of 'iapplicatiob'S’’ ('86 per 'bent)- are submitted to officers 


in dak stage, f but' ohl'y a sitali number (O-per cent-) are 

disposed of by the offi'e#rs -t-heffis elves. Instructions for 

■■:-;:.ddt'iQiL..'arck.g4yen''-e-n-'nia-rl^t4-wb'-^f±f>hh"'0'f''iittib’'"applicatlons 
and almost an equal %mber are merely initialled. 


6., The tendency tpvards wh&t Lord .Cursc-h.’.call'S.?* the- 
main abuse and scandal of the present system of 
noting" still seems to persist System "under 
whic.h everyba.dy from a 'clerk to- '-a member^iof 
Council paraphrases, initials, notes or,re~. 
commqnds and ,.|.s handed, down to posterity:...'-'"' 
so that in the wilPierness of diverse opinions, 
its Q.riginal 'Proportions and p^oint arc lost, to 
view;-.. ” (Pro'm the minute on ’’%forms in the 
system of Ifo’cing'" recorded by Lord.: Cur^pn '.on.'. ■ 
May Sxth, 1899, vide the Ind i an ' ’ Jb u rn aJ. -of . . 

— Publie- Admin-i-stratioiX y:.r-'lo.L . il'lv/gpo. 3.,, July- 
September, 1^^6., pp.^^ jO;®"...- 72'.; ';)The particular 



.. ■■■ • 

■ Table 

3^ 



' ■ £md3.1rig Q.f Applaeatlona; 

in, Dak Staee (/V , 


. ■ r . 

■Qomplex 

Ho u fine - 
Simule 

Total 


^ Morely Initialled , 

37 

41 

40 


Instructions given 
for action . 

45 

36 

38' ' 


ly 

Direct disposed of 

5 

. 9 

8- 


Ifot seen at all 

. 11 

11 

. . 11; , 


ifot ascertained/ 
not clear 

2 

• 3- 

3 - , 


' ' 

IDO 

100 . 

100 


'• ■, ■ ■ 



W = 436 


. Table 3,10 'shows 

the details of action taken 

in "dak 

stage by officers at v arious area levels. 




Table '.3.10 



" -Hafidling of Application .c! 

in Dak stage -bv of 

'fleers 



Level 



State 

District 

Tehsil 

Block ~~ 

Total 

Merely initialled 41 

42 

36 

, 23 

40 

Instructions .given 
for action 37 

41 . 

32 ■ . ■ 

35 , 

38 

j^irectly disposed c 

of ■ o . 

5 

21 ■■ 

.. ...27 

8 

Not seen at all 14 

7 

' 11 

15 ■ . 

11 

Not ‘a-scertained/ 3 . ■ . * 
not clear , 

5 


..... . 

3 

io6~ " ■ 
W(194) 

loo’ 

(187) 

ioo 

(28) 

100 

(^) 

10^ 

(435) 


Jlccor ding to. table 3,9 only 9 p<3r cent of the 
;simple-rautine,, .applicjatlons are disposed of by officers in 
dai^:;.stage , nthough. thny Iprm 64 ^per cent of the sample '' 

Ccf.^ p. :74).k Similarly, the number of cases directly 
dispo s.ed of :■ at . various area, levels is dis-prop»rtionately 
■small as compared with their total number- 5 per cent ■ 
eacfa disposed of ,at State and District levels, though the 
simple -routine cases above form 57 per cent and 67 per cent 

respectively of the totals sample at these levels, 21 per cent 

■ ■ 'hj'-f ■ • ' ' ■' ■' . ' ■■ \ 'h'' 

■of such cases dispc sed yfNELock level against three-fourths 
of the .cases bping routine -simple , and 27 per cent of such 
case.s , at,,.. the ,51ock level are disposed of by officers 
against the total sample comprising preponderantly 
(92 per cent) routine -simple cases (c.f, p 75) 

Table 3.9 would seem, to suggest that the nature of 
applications - r..utinc -simple or complex - hardly makes any 
difference as far as disposal by of £ig.e,r.s,,,,in._^^^ 

. .oo nceraed an inference which seems corroborated by Table 
3, ID, However, Table 3.10, seen with Table 3,2, would show 
another, and possibly contradictory trend, namely that 
the percentages of routine-simple cases and of direct 
dlsporsal go on. rising as one goes'^down the area level. 

Itj would .appear that the larger the number, of s,imple - 

routine oases the higher, the pro Portion., of dimei 

d 1 sPQ sal by o f f ic era . Paradoxical though it may' se^, 
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the twvj PTOpositio-ns appear- to contain a contradiction. 

Ife have s^en that, the percentage of simple. routine cases 
at all_areaaevels is fairly high; and" so "'the -percentage 
of ..irect <Uspc sal . by officers also should be high for all 
levels. ■ The question arises s why is it that the 
1-01 ct-n tape ^jf direct,. disposal of aP’^licatio ns by officers 
is-l:..w at higher ■ area levels as compared with that at 
-area, levels? . As we shall see a little later, 

93) d-elays occur ^.both at the level of officers 
and t-hat -.of the lower staff. Conversely,' speedy disposals 
also occur -at. both: the. levels - a factor relevant to 

the proposal for- switch-over to the officer-okented 
system.. - ■ , ' ■ 


-Taole 3.11. would _-^how the State-wise comparison 
-■o-f- action token by the officers in dak stagel'’ The 
-■-percentage. p..f ca ses^_ disposed 'of ’ by the officers in 



•■■rrsscr .is,.thg_.,£ighes^ .Cl6' per cent)followk ' by' 
Rajasthani C? per cent.) . .-^dhra Pradesh Ts per c 

Only;,the- stat^: pf Rajasthan has prokded 
instructions that ..applications from the’ public 
hbrmnlly be -received .by .a .gazetted officer and 
i*aiate._.dec:4slon cculd^ 'taken__in the matter 
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Ifc suc^ seem to have been issued by/other 

Statfe -Iri' oifr study-, •IneluJinjg;- Oi-issafi and .yet it if, v; 
4-k'’6-rlsfa-,..-K.hej:e,,:a,,redat^ t'3fo) of; applications 

are disposed direct by officers a.s, corcpared with the 
rathd'r small number V, in ..other states (7^ ana below). 


. 4 ., 


Orissa' 'ii. P., iu.ajas- Mnhar.as.h- Total 
than tra ' : ' 


Merely ■initialled, 


....369> 

32,1 

54^ 

40'^ 

Instructions given 

for . raetion.. . 

39' 

47'. 

57 

"14 ■ 

38 

Disposed of by 
officer himself 

16 

■ ■■' 5 " 

7 . . ■ 


8 

Not seen by • . 

;-pf f icer, ^ ^ i 

; .4 ' 

13 

• 3. 

22'- 

. 11 

Not- pi ear. ■; 

4 ■ 

■ % 



3 


lOO^f... 

100 

100 /o 

100 

1^ 

.N = 

Cll7) 

(119) 

. (85) 

' (114)’ 

’ ■ (435; 


; :i.b : nUnnar s. . ^ M jiht.he: fo rm al,. , i,asu&...a:£ ;b 

'instructions -’’imriortant' though it ds ~ that helps : 
'to-wards easing of a-^'Tjroble.m as is the quality of- hum.an 
' Element' as well '-as the degree and .n.u a llty,)Qi:..,,.s,u,Di:.Eyl.B,.lc 
. This view, ' howevbry-is nothing mar.e than Ei.ere. surmise-, 
unsupported by empiric.al ©viclen.ee’ .at .best it is an. 
extension of the behavioural theory of a'dministration, 



ttention in the early stages of this study 


Table 3»9, 3*10 and St 11,. then lead us to three 
though soiCGwhat Paradoxical- propo sitions In . respect of 
disposal of cases direct by .officersv To recapitulatG 
them once again, these are . i ; 


The factors underlying these rather paradexical 
prcpu siti.,.ns s-giii to' be so deep-rooted that they- would 
need a mc^ro elaborate investigation for thoir identi- 
ficati,^n and remedial action^ This seems to have a greater 
urgency and. 'import ance;. in .the. centext of the increasing 
favour, .being, bestowed upon the officer-oriented system, Sven 
■considered independently on its own merits,' "a" det^er probe 
into -this pro.blem .might prove well -worth the’ offer t'J' for it 
might ■ pro vide the key to .auic’R di .cjn.', oni nr v.. 


officers theniseive’s , the bulk, of the p.pplicati jns, 
being as ..they. , do , of routine -simple nature. 

a) According to na tpre 

Of allvthcd. p.robrdins having a bearing on redress 
jof -•■ci't^ze ns *’ gr.t.eyanc'es, the _iao-st significant and pernicious 
■ pro bloffi seems ta-'tfr" that of ■ .delays. Our drta,,shovr--th^ 
"'delays occur in all the departments and at ,all. l.'eVGls. 

Delays also occur in the case of ■ applications : received 
directly by departments, through Ministers, through 
-'higher levels of idministr at ion,., through lower levels 
"'■of Administration and through others like MPs, ^MfAs and 


'■'Presidents of other Institutional- bodies. _ , ■ 

Table 3.12 would ’' give an idea -of the amount of 
delay in relati-on to the cases classified as complex and 
; as routine-slmpl® • . Onl v_ p ne-fourtn .til" the , a£ . P , Xii‘^ht , tPns 

disnosed-Q-f in the 'time regarded as" -normal,. ,I)el^ ^ 

ncrhirsdin the; remainlP g^75' per cent of^ thp about^one 

eighthnf the applications are disposed of . in. beyond the^ 
normal .time ..iSut in less, than one month, one-fifth in 
between .1 and- -3 'tonths ahout^th each in between 3-6 
months, 6, to"'^ ntonthy' and,^.;9’ to'-^2' mon while one-tenth 
of, the, G ase S' hang’ on for over , a year.; Delays occur both 
ii-iie^^:^'bdses®P;cdmpl:ei-::;iPP|iO'dtlpn 


2 : 92 ; 


ones* Itelay to some extent is understandable In the case 
of coffipl,Gx.,cases:j . and for this leason, .we had provided- for 
a longer period as normal to the .disposal of complex, cases. 


li me. tfiken..for, digpo.saMn -rel-atinn tn n ature of ..oo 


.■Complex Houtine. 
Simple 


T iffiC' taken no r m al 


■Not norm; 


ameuni 


Less, than 1 month lo 

1-3 months 19 

3-6 months 21 

6~'9 months 17 

9-12 months 12 

^'bre than 1 year 11, 
Hot ascertained 1 


Others- ■ Total 


( 1 ^= 147 ). 


(H=281) (M), ’ V (H=435) 


Movertholess, the atove' table »uld shoW that only 9 per rent 
of the coBipIex oases’ are 'disposed of IH' time ;' lo par' be'nt 
are disposed of In less than one month, Ig pSrO^ent' in - 
between 1 to 3 months, 'Si per eo'nt In between' 3 'tb 6' months 


17v;'per,r,-:cent in. between 6 tc 9 months ^ 12 per cent in 
between , -S', to is'mQnths, and 11 cent" -earry on. for- 
more, than ;.a : year. ■' The, .delay in' the" dase... of complex . . 

appl ica tioris . , i.s highly ' inoVdinate'*‘'and'''w. 9 uld '‘seem 

o.all .fpr s.peci.al att.ention and vigilance,. 

That,,. one -tenth' of 'the- .complex 'appl.icdt. ions .are:'.-., ' 

disposed of within normal time-limit would* give a.ne, the 
hope j; that even , co:ipple;;s ;:e,a;se .s: c 

exp.edttidusly.; ;,pBut the distressing feature of the above 
table is that .only one-third of -the :' simple i and rbutine 
cases are disposed of in the -normal time. The remaining 
two - third s are-. deraye~d v' ''fEh"' ' amDvrrrtt- o-f d el ay be in g s 


■r--..,. Tv v i.) 13j;p9r'; cent far the cases-:. disposed of later than 
' ,in'''t'he'‘'norm£i''tlme ti 2 ..t ' in 'le ss than a -month, 

ii) 18 pilr cent are disposed of between 1. to 3, months, 

iii) 8 per cent disposed of between 3 to 6 'months, 

iv) 7 per cent disposed of be tween ■;&vi;Dp-.'9---a&-fi-thS', 

y,). 11 per. cent disposed of --between 9 to 12. months, and 

vi) 8 per-cent hang on for ova-r a, year. 

It is absolutely- difficult ■ to . -see, why -..routine and 

simple cases should lie pending-''-' at, the most, for more 

than a-month.- The large number. of, simple an,d routine 

cases, delayed' beyond a period 6:f one, month proves that 



administration 


- § n d_ , supervlsion, lack -of Int erest and 

XSlIPJslbillty, lack of seh sltlvlty’ l^o-wards 

intere st may ybe some' o cQntrlhntor xr 

factorSf. • ' I"';'' 

Ifelays at varlbas ::Arpa Levels . i ■ 

Taule .3,13 Indicates the distribution of delay, in 
the disposal of cases at various area levels. " ^ 

' v-L:- ' ■ -Jable 3.13 ^ ; V L ; : ilL 

-v; l- ^ ■ ifelavs at'^rea Levels'"?^\ 


^ ?°tal 

LeVfal LpV-'aI... ‘ Tio^riarl . 


taken normal iv 

~ no delay ■■ ••29. ; ■ ,•. 


than Imanth; 8. 

13 

' . ’ : 25 

■■ •• 

12 

■ ,1 - 3 months 22 

17 ' . 

■ ■ • - ' ... 

,11 

. .19 

19 

3 T' 6 months li- 

16 .. 

...,7 

•• . 8 

12 

6--- '9 months 15 

: 7 

, . 4 

. . •• 8 

, 10 

9-12 months 18 • = 

, 8 


.' l/r* ••>' . 

11 

s than 1 year 12. ; 

7 

. 7 


9 

- ascertained 

4 ' 



loo 

100 

100 . 

100 ■ 

'■^100 

i\r(i94) 

(187) 

(28) 

(26) 

(436) 


r'riTT.r^ 





rocedures 


7'''^Gd,i*.d to 'this table., ...74 '-fi’et 'ti' the, cases 
received' at State leveT"'art=;::,4.|sF\e,so^ of ■''in-'aormal _;timG , 
the pa^tehtage. for Sistric't Xevel be ing .Te^hpll, level ' 


46 and--Bi.o;Ck level" would 'sho:w. t, b at,-tte 

exteii-t-G.f delay goe.s':Tm>.deGreasing....a.ai]ljg:- -^'^S 

down ■ the .-.area l'eve'r '.'""^--fei- c an 1 oq k f o r t ha ■ 'po s s i fcl*^, 

explanation of. th^.'-phenomenon in thfe'p^- directions : 

■ ■ • .l.;5 •lb.©, p rope f ttdii ..of s impl e and''-iv3iut,in^, , oa se s 

is ■■'greater;, -at the lowervdevels (T0blh'"-Si-2).|:.___ 

ii) The officers themselv©s .dir.ec-bly dispD-so-..o..t; ,7 
. a large number of a pi.licatic'n's -'-as.- 'compared 
■' - ■'-.with "those at higher ..levels , thus t akin-g^- - 
less'-^ tto; than wurd-%t..hgpfise 1^' the case 
(2;a;tlQ 3. 16) 5 • and; ■ ''''■■•■‘•-■••-14 ; ; ; 

"■ 'iilO- a. small numbeip of., cases, if "any, is referred 
"tb' ' the ilower aind subordinate offices by the 
• officers at the Tehsil and .'Wo-ck: levels p 

■;'T,he explanations- i^rial .Nos. 1 and ■.2 a.tovG do' 


’not 'Seem to be’tenable'. As, ■we have' al-ready seen 


Table- 2.13), del ays oequr ..bpt h in the case of complex 
cases as well' as in. the case, of simple and rou'tine cases. 
As we; sh,all sec a li-ttie later (Tables 3«15-3,i8), ■ • 

' delays .o,ccur both at ■the hands 'of the lo.,we,p levels of 
staff -and higher' le-'S^ei.s .though their -degree is not the 


same, and therefore'^ ■ thh.;.e.xpl an at ic'h at serial No. 2 
also does not offer any help, ' The -'explanation at serial 


ifo. 3 seems to have more substance in it, because delays 
in subordinate offices coupled with lack of power are one 
of the majoroontributory causes of delay (vide table 3.15- 
3.18). The hypothesis we can draw then for, further study 
is this s One of the ma .jor causes of delays mav be the 
.^hter-deprirtm ental references . Therefore, what probably 
needs to be done is to 
references only when a 


sifflul taneous reference (if more -than one office IS to 


tmental/office 



be consulted) , to' 




di “Pcs raftin’ 


.Sil — l,h.§_-ipints on which consultation is- to be done and 


to., tighten up’ the on n't 


over subordinate -offices , 


. .Stata~wlSG deJ avs : 

The Government of Bajasthan hove sp.eclfied 
time-limits in certain c.ases for disposal of applications. 

. The fcvernment of indhra Pradesh have specified the 
number of, days for initiating action, on a case. The 
Government of Maharashtra have laid down that the Assistant 
Secretary, should himself supervise the disposal of the 
case at evpry stage and see. that no avoidable delay occurs, 
that ©very application marked, .^urgent* is submitted, by 
the Branch or Section dealing with it within a week of 
its receipt. The Gsvernment of Maharashtra have also laid 
down that if any matter requires to be seen and considered 





£ 97 s 

by more than one iJepartment of the Secrerfarlat the papers 
should not te tossed for several days or weeks from one 
.department to another , but, thby should; be disposed of 
within a week: ordinarily by discussion between; Secretaries 
an d ife puty ■ Se cr et ar ie s> Oris sa does not app ear to, .■ have 
issued any Instructions in regard to the time limit a for 
disposal of applications. Hove these instructions made 
any impact on the speed., of disposal of cases? 

fable '3.14 

' ' . • " State-fa-wlse ' delays - ( 

Orissa A.P; ■■Hhjasthah'"Maharash- Total' 

. ... ..... ■' ■■ ■■■ tra . - 


■Time taken normal 

...33-.. 

,r..:ll 

29 

25 _ . 

25 

Not noririar and" amouxit 



... — 


.M...ii£.la£.. .■ i.O..-. 



1 .i. ■ 

■ - 0 . : " ’ 

*»■’»■,. '-i'- 

•• L.e.-ss,,than 1 month--'--- 

...'8- 

■;11. , , 

8 

19 , 

;■ ■ 12 

1-3 months 

' 14 

^ le'"' 

17 

""■"'■gg' 

19 

. . 3' -'6 months 

14 

IS'" 

11 

■ ■ . 7 

12 

6 -- 9 months' 


"16'-. 



10 

■ 9 - 12 months. 

. 15 

: 10 

id' 

■ 7 ' 

.11 

Mere than 1 year ' 

*'i:' 

_ 18 - ' 

9' 

■4 

■9 

Not ascertained 

3 

- , ,i. 

.-■ 'd" 

'2 

2 


' 100 

ItlGO- 

100 

100 

100 

■ ' N=117'- 

N=119^' 

N=85 

- ■ • N=114 . 

N?=435 

■ ' '-Table ■' 3ii2' would ■ 

show' that specifying time- 


limits has not made, 

nay.. 

s-'ienif leant 

impact* on '.the 


sp ee-d-' 0 f 'disPO s'ai . ■ • 

Though' the- 

pe'rcent-a-g-e : 0 .?f ■ applic.-ations 


d ispo'-^ed p f ih .■ time; ; con.sidere'd tp rm,al_ , by_ us , is dow 





in all the four States, it Is the highest In Orissa a 
state which has not spoclfladtlEP limits for disposal 
jf ai-ilioatiGos. , On the /contrary, hajssthan and ■ 
Maharashtra, which have specified the time limit,- score 
very nigh (29 per cent and 26'per Cent),: as- compared : 
wlth-Ahrthra Pradesh (11 per cent) ; thongh Indhra Pradesh 
too hoVe s,-ecllled the time limit beyond which a case 
should not be kept rending :by;;any official. This 

to point to the^hfea- for- pr h-htng these nhAno^o.,- 
o f artner -with.f pedal referPPce to^the mis pf morale 
•flatlvatlorl pf the p ersonnel iBvolvea 


l_GVclS, 



n- matters like ascertaining the irasons. for' del^y, 
file C.S a source of information .(as, in our study) is 



ss coriimunicative th 


face~to— face -interview 


individuals 


ail that, we could 

met in cases of delay was jitaie a delay, occurred ! the 
Ktffi and ijsw of It was not generally ascertainable from 
flle,--.-.lh6reforr,.. the ihur reasons that we could 
adopt for our enquiry wore:, (1)' Mays at the level of 

Section Officer/SuperintendWts or their staff; ( 2 ) 

-i^-lay at lovels , above'" thaf. n-p +- k.-> ' 


'■ i ; ■:90: *. 

Supdrlntendent I (3) jsu bo rdin.te off ices asked 

f o r ^ - spon sqs were 
p-erini'tted,.. ip be muitiple in-.nature- i.'e.,'. each, .application 
could theoretically yield a Ciaxiiaum pf four' reasons. 
Hence the- figures ''in Table b 3. 15 "tci'''3, lS"'shoul"d;''be-4aken 


to mean percent 

;ages in 

relation to. t'ne 

total 



reasons recordc 

examined. 

:d and not to the total 

numbe r 

of applications 







■1. , 


Table 3. 15. ' 





'■4' # . . 

i 

tg.cisons. 

ibr Delav..-’at Mi 

jte',' ipv^ 

Si-Fi' 



L ev^jl lie e so n s f o r 

Less 

1 to 3 to 

6 ' -ite .9: 

9 ' to- 

More 

Total 

delay 

than 

3 6 

•months 

12 . 

■■-than 


■' '■ f;,,: 1 month 

months mo^nths 

months 

1 




! 



y-pa'r. 


Delay at’ ’'lower 


■ ,s ■■■' " ■ 





,le'yels-S.Q , & below 

24 

19'' 14'' 

17 

9 

9 

15 

Delay at higher 
levels 

' ' '4 

■ i3 14 

11-- 


9 

10 ■ 

Delay in subordinate 

♦*'1 

f 






0 f f ic es a^skedl .. 
report/ comments 




60 

53 

-52: ' 

Lank of &)llow-u£ 

1 

■ ■■■■■■■ ' ' 





action ' 

t 






Other institutional 

”•24 

'30 (’d ® 

2^ 'o. 


■ >9 


factors 



i ' /;P 






-100 

^ipo ._,ioo , 

100 

100 

100 

100 

No, of reasons 

(2^ 


4i§m 

(66) ' 

(45 ) 

606) 

0-‘ 0'^'- 








* 100 



ions for Less ' l‘-3 '3' to, 6 6 : to 9 9 to 12 more Total 

.y . than months . months months months' than 

i month ' * ■ : ■ y . , 1 . 


delay 

levels 


itelay in subordin7:it 
off ices ■ askod foro 
report 6omc.ents , 

Lack, of follow-up 
action' 'i- d 


dumber of 
lie a so ns 


Delay at 'lower 
levels- "'SvOi, 

<1 .below. 


Delay in subordinate 
offices asked for 
r c po r t/ CO Jiiiii en t s 
Lack of follow-up ac 


Number of Reasons 


s '101 's 


t . ' ' ■ ' ■ ' ^ 

‘ ■■ " ' -Sable.. 3.. IS ' :l, 

' " ^Qa^gn g .isl av ^ -.iHLGakaLovel. 


Level - Reasons Less 1 to 3 

for itelay than months 

1 month n. 

3 to 6 
months 

6 to 9 
months 

9 to 12 
months 

^More,. 
'than ’ 
1 .year 

:■ Total 

IJel ay.,. a.t^ lower .25 

, 7 ' 

7 ; "'17 " 

-■-0- 

„;X: 

'V \C ‘J "] 


16 

levels-' 'S*0> ’ ' "■ - 

/•X.,':.: ■ 

^ '”7: 7 

. : ■; 





& below. I t; ; / 








Itel ay at,, higher ■ 








levels ' •" - ■■■'•'•- - ■' 

-1. . 7. - ■ - 

^ . m vi 

29 



. r***- . • 

13 

■'ad'lay "in .-subordinate t-,.r 

/ 'hi " ) :■: 

* t'- j’"’’ • 






office s-r-asked for ji 








report/ comments ' ) - ' '■ 


'. . 0 'i.':.'. a. 


; 

• — ■ 'i'i' ’’ 



1 - 

14 

...:16; , : 

42 



... i. j. 

19 

Lack 'of foilowi^up'tjt- 






ill' ' . . 1 


action.. ... 1 








Institutional 76 

■ 72 






52 

factors ; 

?, 1. 

■ 1 ' V 



.r ..'.1" ' 



■ ... ^0 

100 

'"’ioo 

. .1.00 



j;; 

IOC 

Number of. reasons04) 

( 14) ' 

(6:) 

• ('7 

' \ ■ 

/ 



( 31) 


.t;- j. ■ 


The above tablets '-veald ^show .that ;-^s; ■ ; . . f , 

' ■ i) delays occur- bo.th^.-at rthG---,l;pw0r_hie:bar,chiQal 
levels (the level of the Section Officer/ 

■' " Superintendent and below) -j-andi at higher ;.o,nes 

, (above the Section Officer); 

ii) . that the extent of delay at the lower levdis 
f " ‘i'h'-sl-ightly- gre.at:Grr than that, at; the' higher 
levels; and ■ ' ■' 

iii) that the major contributory causes of delay 
.“ ■ a3rd' del'a^s’ ■in;.'.' 3 uto«\dlnat'd 'p'f-f iQe,s , combined with 



These findings would seed to ,, have some lEipllcat ions , ^ 
agaixiSt the introduction of officer-oriented system' whl<ih 
"assumes that delays occur only at lower hierarchical 
■t levf>ls. - . 

3.^ Other relpted x-roblems : 

Cl) P e r so nn el P ro bl e ms _ ' ' , g tp,’';, 

Big Organlsations-our administrative, organls,,ation:S. 
have grown quite big on account of the grdwth In. develo-p.- . . 



mental services and Activities - work on the principle.^ 
of division of functions. Work Jivlsion ’and specialisation 
■ incr'ease int'er-depehciencies and accentuate the problem .pf-.- 

- Goo-P4iaation-*-" In thl-s sen-se- the -mg-chine-ry-and procedure 

•"'for redress of citizen's* .grievances 'at the 'State level 
as well '.'.s at the lov/er levels is a' part of, and' is 
influenced by, the total adminfetratiye set-up; hence 
its consideration in 1 '.sol at ion from other relat.ed 
aspect's is likely bo' give a- distorted: and po ssibly 
misleading picture,'" " the.-refore , propose 'to discuss 
per sonnel' and' o tber' rel'ated asP'ects of -the,, problem with , 
a view primarily to bringing out a pfrop'dr per 'spec tive 
and drawing attention to.' irhat was re-pre'senthd tb' us 
by the officers in ' the ■ course- o“f' our interviews with them. 

We have seen (Table 3,12) that delay in disposal 
of applications forms the crux of the problem. Various 


IjO 3 : 


■reasons for delays were .aclvanc.e'i, to us', .by.'.of ffeer's ; 


Opinion was, however, divided, on- the ■.extent to- which-' 

' ' n '■ '' . 

■'*' ( _ ■ '■ ' ' .. . 

the inadequate calibre of the '.office staff-'' was- 'res- 
ponsible for this delay;. Sbme o^f fleers felt that personal 


deficiencies, of .officials at these level. s -irmde a very 
minor^. contribution .to the, .to ta'iity of delays occurring 
ig>_the '.dlspobal of' appllcations/petitions.,: while the 
oth'Srst felt these .formed a major contributory (t^huss for 
delay. Sbme officers 'also mentioned l.-acfe 'Of knowledge 
o f “ ■ rul e s and m gul atl .ns, insubo r d-in.a tic ri.,. ' 1 ack '■ 0 f fear 
oot; respori.sibility as f actors 'contributing to del.ays. 

■ In 'this context, , we., jtr.ied -to gt^t . .an "l-dea about the 
educational'' q-ual if ic'a'tions , ’mPcle.-of recruitment , length 
oflservice, in-service training, work-procedures and 
■feelings of the ■ ministerial staff , in. .as muchfas these 
jnight .have a 'be'af ing oh the .way appl ications lare 
'handled in Government 'Offices.. In .the/.-o fflc.es v.isi'ted 
by'fus.j'::|re:. .in t€CTlewed,_ pn ptbe basi s- .oif; a^'. struc'tured : ^ 

■ " " : ' dSlis" ;’qu e s ti^n!, 'Ivery • oiiif b'r t -an 1 1 1 - 

' for even if the indifferent U'/onker;S.,.a,re bijiail in 
numbe.r^ tbblr vefy' preshncn s,eeifig,-,tq' -act as a drag 
, , on efficienby. .As.'Bett'- put's it' V^It' ,is an immutable 

■ fact that the- best ^,s tern,, the most advarpced,.,., 

legislation, or the ii©-st-- 0 -fftT:'le'fiT'Mmlnistrator 
is often' no better ..thnn, thn.;we:gl 5 ;Gst-'®'inplo'y,?e:.;:'"''’';'^' 
■.working in ttoe'-'orginfsationi’V' l;.C.,:,.Be_st, . 

*^3na.gement and.. Staff ''Itel ations in Public Serviced ” , 

., ' ■■^anndlan* Public ' Mfflinis that ion, Vol, NO * 2 , 

June 1961» .p. 169* 



Schedule , a Superintendent and a dealing hand. The 

total number of persons interviewed was one hundred and' 

eleven. (111)., .The. evidence collected by us iridic a ted' ’•the 

'following^ trends i- ' ■ 

i) About two -fifths of the staff are iratrlc'ulate. 

Those who are matriculate . and above, --are ;-tn an 
. overwhelming nua.jority, while under-matriculates 
are only -one -twentieth of ;the total staff j , 

ii) The 'number of -those recruited through oofflijat-ttive 
•i '• examination and those recruited direct is ' 

almost equal,. . . . ' . , 

iii) About four-fifths of. the, staff have put in., a 
■: ■ , service, over iO years. About one-third' of' the 

total, staff have -put in more than -SO years of 
!; service, .and one-twentieth have put in less- 
than five years -■ 

iv) An overwhelming majority of the staff said that 
■ . ' , had no training with 'special reference 

' ■ ■ to the handling of public ■ grievances, .only, 

. three per cent of them said that they have ' 

' had such trainiri^g'p : .... . . 

v) A large majority of staff /said that departmental 
Manuals/Rules and Instructions for their',' present 
job were available,- only one -tenth of the -staff 
, had either , no idea or they said, that Manuals 
etc. were -not •.-avail able ■ ; 

vi) about half the staff said that they made use 
of the Manuals, Tw.-flfths said' that" they did 
It to some extent and the rema'inlttg-onp-rtenth 
that .they, made no use pf lt -4 " .. 

vil) .'Abo.ut thrce-fo'urth'-s' of the straff sa.id that statement 
of- pendihg cases.' i.S" prepared-..* , 

■t , y 


. ' ."..-/A "the schedule is given in, iipp.endix lY. 







viii') ' Oiiiy 'c>-ae^fi]riir.d--.'ol‘ f - -s-l^d 


wore .inccmyives forgiod work; 



ix)' About one-half of ' the . staff .sia4 that bad.owork 
id tolerated by officers (to greaf O'f' small 
extent) ; and' oneythirds saiy .that it fs not_^ 

"'•■■■' '■■'tol©ratedy£nd- ■■■■'' 


.'x).r"lbte6.rfd.u.rt.hs''of ' the ‘istaffosaid-that-the wbfk- ; 
load was heavy ,, or. 'very heavy and the. ©st'-s.aid--' ' 
th&t ' it -was -no rmal.* - hi. • r T' ■ 


• The - number ' ©'f 'hi gher.';?.b 


' who c b mh.l al-nt?d' 'to 


.uh h-f. b«?iyy~4«-rkd.ioad- their 'tiino "I'n"''' ' , 
iiafructuQ»,'s*t»'rk, me'etings^^--oornfhrr.nchh;:ctc’hwH'g*hl^ . 






h-thidt"'‘t.hhh 


cybififfij 





The' pro BO siddy shDCild'.fo.cus aftehtion on such hsphehs” ; 

'"ha better r0cruitisb'iri\jp;jlicy.w..;j3©3^phhg"WpioyeS\4.“Py^hh^’^ 

■for -a , :pQ sltio-n Q f higher re sh-^jftsib'iidty through'^ tr^ 

and .guidance., Tgrea^ter opprQt|Hihti^e-'s‘'‘^^^^ promotion. ” .v 

empibyee-tmQ;r'al-e^'"\abd...' 2 iotivat'i©n«. .-etd,"'"" 

' 1 /^' have mention ed/harlier (hp.b%5.h ll)' that Government 
employees _ too 'have thefr 'gh.idyahces', . -alt ea, .genuine .o.lnee',''hahd 
that. matters, -relating t'o ^thelr -a-|)pb.intmehts,, ■remQV^.iy'hayV 
disc iplihe:..,'.fsuper4nnu.atioh-.o‘r.''0.tfeer'hhr'son-al- ’matters- ahe ’ 
outside... .the purviewZbf' the vaf -■•ibhpiai ■ 

,.ani “Iokayukta,..‘..-;¥h'i:leUrba^h%^#^^^i"yr® ."■ .' 

■ ’) -.-t.’ All 't' I'. 'b' o'* ■ ■ .■■■'■.'.! t.; ha’,..-* 


I 
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br'auf'trt tbe of these - Institutions 

SflMftl a;iiL 

concrfrn'Gd ::.- - ■'^'■ 

While a substantial number of ' s taff 'and some officers 

complained of heavy' x^rk load, the opinion about the adequacy 
and efficacy of the present 0 & M Organisation was divided p 

some oven ^ said that thb' 0 &M authority ' had nev it yisi?dd'-‘ 

their offices.^ ■ We, therefore,' feel that the? 0''-& M 


l il SPegtiOflS; a;qdr 

Jjl fmgtBgtlg-w.yrll ana Fl'Cht^'tne 

1 'P'f' " • ,7, ' ■.•■-■ i-' ^ t. ■: .{..ij-r .■:-■■■..■■■'' ■: ■'.-■.■.■■ ■■■■ ..... ' " 

^ ■are quite , realistic •. but we :f ear that they- mV' not be ■ adhered 
, to 3 • or enforced , unless the /s taff cbncerned ' V"ail levVs 
;is, hplped.. in a' coastrVtiV? ^pVit^ as ,3u|g?b|ed ih "" 
.;.,abe?ye,.inentl^^^ recommendatlV'. ’ 'At the '^e" time , a 

’■In uii)^5irdewcd" 

■past tpoiice ’ Mmintstration and^ t t Developmental t: 



AS one of 

Re^eAiie’- ■'Gb:ll'e‘' ".i-t •.i&rjaot-l'.up-eto-da-te* Why oa. 

be reduced to’- ^o-pa<sesvand.obrought>up- to-date 


AdmiUiistratiou,^ , Rule s , and its gulations always suffe^ ^ 
from a certain deficiency in.. as. much as they cannot 
foresee all ev'entyallties of a situation for which 
they; .are framed,,, !Eh6;(ificien.ciPs become much more glaring 
when the s itua.tion change.s , .as. it did after Independence. 

Wo wonder that the ..rules were amended every .time a new 
■nr un.rrantlc.ipated situation pr.esentecl. itself ..and in every 
- Manual we have, an accumulated, he ap^ of _ am.e.ndments,. o^ 

:.; ■■■ '^'Corrention^ sliiPs., . (that is , if they are,, po st .cd at all) , 

•..■ and! 't he Manual present s, a confusion m which .the . staff and ■ 
o.f fleers, find- it difficulty if not imFossible, to^flnd 
. ■ . ..their .way ......and -.this is a tirr^.-consu.ming process. T.he 

plethora of new legislation and of correction sdips . and 
the;'.©bsol.escence of the Mant^^ln were said to be the main 

'P ■■■.■.'■ reasons .for 1he-.com.pl aint^ that „ the rules and regulations 

wer'e often not followed.. by the staff and ^ the officers 
were ignorant of rules..,^d regulations. 

■q;imr)i-ific.»^tiQ.p o . f ManuaLa pfl d bii a fi i jig t > hem. UP-to-dat? 

... ■ .a-.ooD.qodldstPd manner ^nd - preparation of one, „w hei;§,Jione 

- ■ ' ,-mo.neyv".spGnt;-,on , this work, w-ili 5 in Qur view, pay rich 
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div i^ieods it will sa've the ,5 reciou s time and e f fo rt ,0 f 

thousands of oth&j# administrative 'functionaries , and 
ensUo.© more judicious application of riiles by reducing 
the chances of wrong dec is ion/ act ion taken on account 

of ignorance, or ■non-availability of rules.’ 

Clii) Public kelatlons^ Offiopr / 

It was suggested to US; by many officers tha^ the, 
Public Kel a tio ns /department -mainly concerns itself with 
publicity of , some of the things that have been undertaken 
by, the Government: Other aspects of public relations are 
Ot- glecte 4 ». In a bro ad so-n-se,' public relations encompasses 
all aspec.ts of .relationship .between the Administration and 
the Citizen. ■ ' 

. Pu,bllc Helations Officers attached to various 
offices can play a -v ery useful, educative and reformatory 
role 5 they can widely public IsO the new legislative 
■' .^“1 ■’hod’ polieyy aepTsirhs'"of ■ 'GovOrnmen^ 

and cap _§ug|;_pst vapipug:,.tie.asu^os"'fdr:bfihgin'g"'the''' ''' '•" 
citizens, and. the .administrators ■■n-narer tO' e'a'cFa^^ 

Itdaouild ..not a- -Part of the dntiQ s n-f thP-'P,iihVin 
^l il . lloa , g„ Qffdg.er to deal wi t h cl-tigenyto grlpFaEce^-'-the 
ffl. t 4 g , c . blv/ . s. , of thto .Off Ina :. should ■ be i 

a).- to keep- p-Gople^informed'cf the policies and 

pro granimes of Govornjuent -j 
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b) to educate people regarding their rights and 
i. reeP9n,sibilittee;,^and 

c ) to w ate h t he . , r s ac t io^n of ■. t he citizens to w a r d s 
Government' 'rciic'ies and programmes and to. keep 

, .viho: Ckvvernmc-nte,in4''ormc.d:.of it. 


Ts/e ■ may how' sum'‘'up H fin dings.-: re suiting 'from 

" 6 hr' '''data analysis. -Most ''Of the - applicatichs efrom citizens 
'" are diarised , ' but" the diarlsihg- is- done in the .i'gene.raJ 


register. The result is that they get mixed' up -with, -other 
'‘commhhTb'atiohs 2©ceived’ in ’ ihb 6l“ftce:k ■' Proper olio w-up 
-becomes dirficult’; and lack of folio w-'up, as we .have- seen. 
Is'dne "bf 'the major 'contributory d of-- delay. 


'.t -r 


The number of simplS.rii:*',outine applications is 
larger than that of complex applications. However, the 
nature of applications - simple, routine or complex, 
hardly makes any difference as f ar as action by the officer 
in dak stage is concerned 5 for the percentage of cases 
disposed of by the officer himself is low for both simple- 
routine and complex type of cases, iinother, and rather 
contradictory trend is, that the percentages of simple- 
routine applications as well as of direct disposal by 
officers progressively increase as. one goes down the 
area levels. These findings, together with another 
finding, that eases get delayed both at the level of the 
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Assistants and Section Officers arid of the higher officers, 
wuld- point to a pf5rtial ineffectiveness of the officers 
in the speedy handling of citizens* applications. The 
problem of delays is hightened by the fact that even the 
simple ^routine cases are considereably delayed, a" ‘ 
Phenomenon for, which there can be no logical explanation 
except that of an administrative sluggishness , ' bordering 
on paralysis, ' 

,diny scheme for reforming the present machinery and 
.procedures for redress of citizens* grievances must take 
into account, and be related to , these basic findings; 
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CHAPTER FOUR 

CdNCLUSIQHS Am STTGSEETTOHR ■ 


^he G1 st of oiir f Inrl i n^ps 


. :We have' :Hy.now' a general idea of the .main 
characteristics 'pf oiir "sample and -df;’: the procedural 
deficiencies , that beset ' the handling , of . applications 
from citizens. , , 1.0 , .reca^ulate., ^the.,nore prominent 
characteristics..of our sample are; ’ , 

(1) there is preponderance of simple-routine 


■; . cases . .( 64^) I .... ■ , :.p., , : , , / ' - : ‘ ; • 

.(ii) . : -the number. , of complex .cases declines 
perceptibljr as one-, goes down the area 
levels", and , : i h .,. ... f 

(iii): only .,19.^- of, the applications in our. sample 
were received through Ministers and 7% 
through He Ps, 5 M.L.ls-. etc.,., 

.-On -the. procedural side our data .suggest .that: 

■ .(i>. the bulk,., of the' appli,c,at Ions (.97^)., are. 
diarised (in a general register);"' 

(li') of the ack'nowlegeabla , applications only 
■■about one-third; are actually acknowled-ged: 


(ill) a large number of applications (86^) are 
submitted dto-,. officers. .:ln;.J3.ak, ,:stage, .but 
■ only a small number-, ('g^-'a-re disposed of 
- at that stage -'by the.’ officers themselves; 

(iv) only one-fourth of ■the; ap'plicati'ons '.ar'e 

disposed of in time . regarded as normal, the 
'■ ■ ■■:^''"rest are delayed beyond . the normal -iim-e'; 

(v) ■ onljr onQ--thlrd of the; 'simplG-rot^tiho bises 

are. dispos.3d- -.of. 'in normal ..time, .the regaining 
f. two-.thirds'. are: d'elayed;.. ,1 ■ , . , .-'r/,,,!-!:;’- . 








r- down "tK 


tn©-....ma.jOr . canaas.. .Cl dalays ao 
Inter-departmerital' references 


specifying the time-limits for disposal of 
applications, has no't made \any significant 
impact on the speed of disposal? 'and 


(ix) it is not merely the complexity of rules and 
■■ - procedures,: that, lead to., delays s . laxi tv of 

administration and supervision, lack of Interest 
and^of spirit of, responsibility,, lack of sensi- 
tivity towards public interest may be some of • 

: ’ ' the other Im^portant contributory factors. 

¥e have suggested in the course of the Interpretation 
of our data' certain issues that^neod a further and deeper study 
We have also suggested there a' few ad-hoc remedial steps for 
removal .of the deficiencies.-. revealed b:/" our date.. Hov.j'ever, 
before proceeding' further for drawing up a co.Triprehensive plcturi 
of our suggestions for dealing with the proble.m in its totality 
it would be , worth— while • to' delineate a fe’'.' principles that have 
guided our .general appr.oach to . the problem within the framework 
of our aforesaid findings. 


The Guiding Prineirins 


. ■ The aforesaid characteristics and general deficiencies 

of our sample, provide the ground in. which to look for ways and 
means of improving the machinery and-' procedures of governmental 
organizations which .havG tb;doal with'’a.pplicatio'ns fron th'"^ 
public. They also, furnish -.the, .background for developing nur 
general approach to the whole- problem. A part of this approach 
derives from our discussion on' theoretiVai 


:i llo S 

, discussed, 
ideoldgic'al coricept s/in.- the : 'begiriniRP: od .this :.;-.3pont 

( page’s ' ¥e '- re-farredeth9,re,i-t.;'t iileamas and 

par.ad6xes- that ■b'esetamedern:; or. ganiaat ions to- the- , 
democratic goals -anl va>lue„s enshrined ip- our Cons- 
titution with thoir amphasis on tho '.lig.n,itY of the . 
-individual, to the complexity-, -and' obsol-escence of, 
present , Rules and, Proc-eduros including the general 
non-ayailabllitv of Manuals“anVr"Rule-bocb:s | to the' 
ills attributed to bureaucracy in general and to the 
npa-d for ensuring redress of grievances of individual 


..G-o.vernment, employee So There arc, in ad.dition, a few' ■ 
other, principles or elements of our approach' which vre 
might -iefino before we proeee'l to offer our suggestions 
for stre.ngthening 'tho machinery -and procedures for ' 
redress of citizens’ griGva.ncos. 


(d) Systems vs. Individuals s 
In our studv of th.j problem •-.'e have tried 
constantly to bear in mind tho distinction between' the 
failure or inadequacy of systems and proce-dures and 
.the. failure or inadequacy of the "individual .s charged 
.with tho responsibility for following that system or 
procedure. . Where a fault can be traced to the failure 
of . human .el^i^ment.,’ for example, the supervisor ‘s 'failure 
to. prepare a regular and correct statement 'of pending 
cases as prescribed' -in the manual of office procedures, 
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we, woTild exonerate ,i:;he systems, and procedin.'-es .iron blsrie. 
That ’’is to say, we would try not to recommend a change in 
the existing. Systems and .procedures unless we. found. them 
to ■ be . faulty and/or inadequate. 

(il) The plea of over-work s 

Rush of work and shortage of personnel were often 
.mentioned to us as the main reasons for something not done 
when it ou.ght to have been done or for something done in- 
adequately or in a faulty way. Our. own probe into this 
problem revealed that about three— fourths of the Ministerial' 
staff felt tha.t their workloa-d was heavy or very heavy. 
Provision of adlitlohal hands was suggested to us as a way 
out of this difficulty. vJq' are, however, of the view that 
the problem essentially is tha“t”'C3f; (i)' ensuring proper 



■.distribution of work and (il) ensuring greater work-prO'ductivlty 
per unit with the help of more enlightened principles of 
office management. The remedy does not universally lie in 
the provision of additional staffs the remedy shall, in fact, 
have to be found in 'find.ing out ways and means of greater 
work-productivity per person, through better training and 
motivation, through a. more systematic coordination and simpli- 
fication of work procedures and., standardisation of repetitive 
work processes. Pr.oyisionnf additional "staff may be necessary- 

P.. 116. 
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where substantial additions' to work take dpi ace , but 
this should be regarded as tbia last, and not the 
first, of the reaedlal measures. Proliferation either 
of organizations or expansions in numbers without 
proficiency in performance' hardly contribute to . 
increase in work efficiency.' , ■ , 

(lii) Procedural deficiencies ; 

There, are two major deficiencios ■^■fhlch require 
sp^eial mention - (i) non-acknowledgement of. applica- 
tions and (ii) delays in their disposal. Our 'data 
showed' that a large number of applications and 
representations from citizens are not ac'knowledged.- 
Further, the Administration does not some- times 
inform, the citizens even where action or decision 
jhas been t.ak'en oh the application. 

Few other things perhaps tarnish the image 
of Administration more than the failure of " communica- 
tion, .at this vital .point.- As In ■ the-'chse' "of ' .justice,. 

■ not- only is it important that action or decision on 
the ■a.P'-niicati-on d'hould 'ba. taken promptly,' but it is 
eaual-lg(-<:lmPortaht ' that it -- should aupear to have been 
"'. taken - prompt •;y ». ...Prompt .'.acti,dn'---and proper communica- 
tion ..pf'-. decisions; go ha-, Inngn.wayi towards 'enhancement of 



cases, out of the many we have colle'cte.l , . of delays in the 

handing of .applications 'ih: Government offices. These two 

CciSGs 3,s .wsll 8.S uho rGsiilts -'of 6nr l 3 .tci. Enrilvsls glvon 

in tho preceding chapter 'would lead one to oelieve th^t the 
of the 

villein/ piece in the whole" system of handling applications 
from the pub,lic , is, the problem of delays . ¥o have already 
.seen that delays' 'are' nottalMayB or enti.rely due to faulty 
or complicated rules' and procedures 5 they continue to occur 
again and again in simplo-routine'-as ■ 'W.ell, as in complex type 
of cases, in lower niorarchical levels -as woll as in higher 
ones, in disposal of' applications' from citizens as well as of 
•Government employees." 


The officers, witn.whbm we had the henefit of discu 
sslons on the subject, mentioned various reasons that lay 
behind, these dela^rs. They can be traced to personnel and 



procedural' defici 


Important though, they ar 


nci 


... (I) 
.Cii) 
(Hi.) 


Heavy work-load on staff an.:l officer 
_ Improper' .examination of- .the -.ca.3G?' ’ 
?.M-equate..-at.t^,ntion to remiadeuB? 

_ Hori-pf eparation- -of- s'fetemenh .. of pend 

of . those prepar 
Inadequate ' supervisrdni'.'y’H-''-- 
Condonation of- delays .caused by' staf 
■ officers'? ■"'ti:: .' ' ,, 

Lack' of _cempet;a.hHtt;aff ? and'""""' ' 
Honr familiarity of 'officervt and -staf' 
, and proO'adures. . 

(Gee also .the' reasons 'mentioned in tl 
Rajasthan,' 'feptt. -for "Removal of Cit; 
Grievances, First Anmia.l 'Ronn-pt (iqi 


- 1 - 1 , 7 . 


appear s, to ixs;:: tte t f allure . t o ; t a. .•or r-e t j. . , .. 

.•V-i».. Xp-arlv by virtue,- of rules , 

aGtibn, Mfe^re, ir is ciyari/ .- , , . . 

TagulationsXstauding urders: or common- sense -is 

one of the iTiajor.,;,6,oUtrihutory causes of ,dela^ It merits 

special consideration. 

■ -MltK this as the genoral frame-work of otr approach 

to the problem, we ma- now proceed to offer concrete 
suggestions for strengthening tho existing machinery 
and procedures for redress of citizens' griaYances. 

G. for-aeaua sj m ytlzens' . |Pnllcatlcm s j . 

\ ■ Xf. thCriState; Ley ^s • • 

. Spsaiang hroadly, though. in a. •some:Uhat over- 

i-ho niqch-'nerv f-r the removal, of citizens^ 
'lapping raanner, the :macnd-nt.ri^ . j- ■ a- 

■ ■ ■. . qt-a-bas can ha classifiol-as follows!- 

•rr'tc.t-is^which have a -high level officer for 
^ Jh s^rtfas d whole to' ,ledl with oad.B and 
causes of' citizens' grievances^ 


2 . 


•rfh,3n‘thls Research study was heing.forml|^a,^th3 

Government of Ra3abthan,,an^ of Citizens^ 

Grievances. The post^in State the 

on the ?■ jitions is functioning as 

Mrfct“ o.f S the present Punjab, 

the Director of Grievances dogs yb5y:;j'™he 

aeWasat existence now. he is a part of the 
r«-?TT«n secretariat •• , 
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States which have 
Department for hae 
pertaining to thel 


D'cates which have made some ad--h 
such as District Grievance. Commi 
Grievances Officers etc . 


States which have 
of Ministers in th 
and 


btaues which do hot have 
or procG-iuro for redress 


an.y weii*>aei ined Machinery' 
of citisens' grievances. 

We have gone through the First report^ on the working 
of- the office of the Director for Removal of Citizens’ Grievances 
.• ^directorate has dene some e.xplorator7 work during 

the short period of-'its-'exisTonh'ev' '-This--^^^ was started 

with the hope that it 'would'- he-'u-seful in as’ much as the Director 
.of Citizens' Grievances would function on behalf of the citizens, 
and he would bri.ng to bear an objective mind on the subjec.t of' 
the complaints. The special value of the State Director of 
■ G.^ih^vances lay in his capaci ty "to pull his weight and authority 
With the departments where tho grievances .were .Justified. How- 
ever, since the A.R.C. have .recommended .the, institutions of the 
.mml and the Mayukta , which, '.if and when adopted, will 
generally perform an identical idinction, the post of the State 
Director, of Grievances would appear, to have become redundant. 
Keeping this in view, as also,- the negf'fel 'financial economy 





i 

. i 

I' 
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and the principle that the ultimate responsihility fqr 
prompt and judicious disposal of communications should 



be with the Departmental Heady ye are not , in favour , .o f 

a separate institution of ..the. /Sta te:' Dir eotor , for Citiz e n ^ 

n,-Pi ov^nces . ' We recommend ins teax l that,: the .Secretary to 

~ , Blent ^ 

Government in a Secretariat Pe o arF^-d the Head of th ^ 
nor,aT< t.mFi-nt in tho Attached and S ubordin ate Offices shguM 

r— ^ ^ ~ ^ 4 « 

be designated as the' 5 x~offi c io Grie v imce „£fficer ;.„ fOT 

: thnt particular Department with:, the following functions^-. 


(a) ,lo' ensure pr.ompt disposs-l of applications 5 
petitions, etc. from the public, 

(b^ To 'nsure tha.t the Government instructions 
for^redress of public grievances are com- 
municated to, .and carried out, properly by 
. the concerned officer s| 

(c) To und.ertake enquiries in special cases 
yf undue, delay j 




in his Department in 
I of 'publTc "complaints 5 
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(g) ' To inspect carefnlly the statement of pending ' 

cases anl to give advice for _ early lispusax 
of public complaints! 

--(f) ••To ■stniy-oaTises of major 'grievances and take 

remeliai, measures! 

(g) To check, at periodical intervals of six^or 

' t-welva-months, ..a. sma.ll sample . t..he:...Qitiz:on^ 

applications,, petitions, etc. pceive-.. in c^ach 
... SectioH''- 9 f--his....D.aPar:tment,,mth.. a view .to . 

ensuring that the P 3 :‘.'; 3 scrib 3 d_ proceaures 

■ . .handling-ara -being... ■eff.'ac.tive.ly.....,!--C>lxO. j . 

........ ..../ii-y To- review rulea,. r.a.gulat.iona..:.ah.l. p:r.o.eejdu.res 

in the light of .their actual working, and il 
any of them is fdu.hX..io...Jainiar....,qn.l.ak re.a.ressai 
of' public g.cievancos 5 to suggest such mo-iifica- 
■ ■ Ijions B.S li 6 'Ti-ciy considor 

To enable the Departmental Grievance Officer to 

’ discharge 'his' duties e'ffactively , without ietrimenfc to his 

functions as the Dep.artmGntal Head-,- he should be provi d8'l,,w3^ 

the •'assistance (full-tim.e. -if possible an d part- time pth-erwise ) 

of a Departmental Depntv Grievance 0ffic.er -. The Deputy Grievance 

'Officer'should be found, as far as possible, by re-allocation 

of work among the existing 'iapartraefitdl efficars. If that is 

not found i possible, we recommend the creation of a new post. 

■He should: WD.rk- through the- Head of . ...the Department. He should be 

■ 5 “ ^ . ■ The creation of a new post, if unavoid-able, might mean a 

•■-•■■ ' little' more ■.expenditure-, but- we fe. 3 l that it will ultimately 
' ’ prove very effective' in terms of- citizens' satisfaction. 

' Vie agree wlt'h^ Kapp that "Marginal' s-ccial pro-iuctivity of 
' additional investments may be- greatest in the field of 
administrative reforms" K.Wp Kapp, "Sconomlc Development, 
National Planning and Public Administration'; J£yto,.s , Vol. 
XIII, 1960, p. 200. 
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Po-sp'OCi: 


sufficiently senS.or so as 
of his .colleagues in the D. 
repute! for his integrity 
eonfidenca an.!.' 'respect of 
amiable disposition, and of 


c'...' be able to win the 
■..■piartment 5 .an! sufficiently 
sc; as to be able to win the 
the public. He shoull ,be of 
helpful ' attitu.lo towards the 


t)ublic 


The duties of this 'officer should bes 


1. To' roceive afolications , representations, 
p 0 1 i t i o .n, s 5 e t c . f r o m citizens an d Go vq r n - 
ment eiriployees on bobalf of the Departmental 
Grievance Officer and to ensure adequate d 

y follow-up 'action .till they are finally dis- 
posed '■■’f,.' 

2. To receive .anl screen visitors coming to see 
the Departmental Griev-ance Officer for raa'king 
oral fopros'entations or for follow-u.p of 
thoir • applications 5 and . ■ 

3. ' Gensfally, to help the Departipental; Griovance 

0ffic.3r in the discharge of his duties d 
iietailed In .the. foregoing paragraph. ; 'i 

The Deputy Grievance Officer, In each Department d 

shoul(ai worl.with miniraum .possible establishment. He 

may, have, a. st 8 nogr.a,ph.e,i!/,steno-t 5 rpist , who should be 

.;.ije_apo.n,aible' .for' re,g.lstr.htion of applications, issuing 

_tou:t, acknowledgements, bringing forw.ard the cases on due 

date-s. and;-for,-t.aking' 'io.wn dictation from the Deputy 

'■'Grievance Qffics'r. .' ¥e.,.cQnsideT' this ' sys.tera to be an 

' approximati'bn tow'ard-s.' the officey-orionted 'system. 

in view of -the ■ additional duties prescrib'ed .for. the 

stenographed and the need,, for. n person of competence 

In ' this. 'position,,' he - mav have, to be given a,.n.iiit.able 





other Departmental officers 


primary resppnsihility, to dispo 


prornrt , • fair 


ct, the duties ;ani .xesponsihilities 


should he clearly .defined or re-defi-necl, vrher 
Each officer should he specifically enjoined 


rout in 


ponsibilities in respect 


normal 


cowers g 


should be firmly insisted upon 


r.e commend that the District Collector/Deputy 


-CoTumissioner should be •designated as the Ex-officio Grlevanc 


His functions at the District 


level should, mutatis mutandis, he the sam^ 


Head of .Department as 


x-officlo Grle.vance Office 


tion. however, he, as the Head of the District Mmlnl strati on 


should have the s 


cific power to supervis 


work 


‘ deparbinents in the District In respect of rodress 

It might be argued that this suggestion would add to the 
workload of the already ov.ar .bur.iened Deputy Commissioner/ 
Collector, ¥g have already , mentioned (pages 23-25 supra) 


5 123 2 . , . , , .. ■ 

' O'f citizens' grievancGS . , : c 

' " To enable the Collector . to lischargo' M duties 

■'aa District Grievance Officer, efficiently and effect ivoly 
without detriraent to his other functions which are of vit-il 
impo r t anc e , he should be provided with the assistance - 
(a fiill-^time officer, if po-ssible and ' part -tine otherwise) 
of another officer who should be designated as the Assistant 
District Grievance . Officer. The fuil:-ti?ne officer should 


be found hj re-adjustraent of wo rh among the existing State 
Civil Service officers in the District and not by creation 
of a new post. The 'officer so selected, whether 'full-time 
or part-time, should bo, liho the Deputy Gri-ovance Officer 
at" the State or Read of the Department .level, sufficiently 
senior so as to be able to- win the confidence anl re.spect of 
the public and of suitable dj.sposition marked by patience, 
and helpful attitude towards the public. 


/but It 
Vlll en-i' 
able the 


.the finding , of the Report -of the Administrative 
survey of Surat District by I.B. Desai to the 
effect that the Collector is-burdanel with numerous 
kinds of .work. Many students. of District -Administra- 
tion also seem inclined to this view. As -a 'way out 
of the ...iff ficulty , the R.B. Desai 's Report suggests 
that additional officers should be attached to the 
District Collector to relieve him of mhny routine 
'-■.■activities, -The trend of opinion seorris to be in 
favour of diversification of functions and appoint- 
ment of three, .-.or four important functionaries with 
.arrangements for coordination, among then (vide the 
.Report, of the -A.R.G*.. .Team on- District .Administration) 
Be that as it. may, we , '-are' also, suggo-sting a full-time 
issi'stant District Grievance Officer, to, help the 
Collector * As. . such we-, hope, teat our sug.gestion will 
not throw mueh^additiohal burden' on = the ..District 
'Collector/to pull his, enormous weight an;! authority 


Collector for expediting .the disposal.of citizens’ -applications 


and complaints. 


,pe- ♦ ? .* 
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The Assistant Grievance Off icor - should be provi^iad 
vith the assistance of a full-time Senior Clerk or Asslsteint 
to help him in the routine side -of his wark such as registra- 
tion of applications , "keeping, .of., records., .. putting up cases of 

'■■romlnders on' due- dates', '..otc:.'. . ..:The..:Clerk:/As.sist:ai-it' should be 

re-adjustment. .o,f..: work... among .the. existing ainlsterial 

staff at the District level' and. ' preferably ..know Shorthand and 
Typing and be 8,ncouragod to learn thc^ so that he c.an take 
disto-tion from the assistant Grievance Of. fiber. By way of 

incentive such Clerks .and Assistants should be given a suitable 
alloiAranc'e'. ■ ' 

M.slt ribt Grievances Commi tt ar. .gd ■ ■ ' 



A lescrlption of the District Grievances Committees sat 
up by the Governments of Haryana, -Madhy. a Pradesh and Punjab, 
has already been given in Chapter Two. ..s f.ar as we have been 
able to ascertain, no other State Goyernme.]at. has constituted 



■let level Committao for dealing with citizens’ gr: 

We nave not had the opportunity to study the worl 
District Grievances .Committees .in Madhv-a Pr^ii'.ooh 


in a position. to .off 


comments on their 


working 


ting of the ‘District Grievances 


■Goilinil ttee in one of the- 'Districts of t 
So-rae of the members of the Study Group 
this Committee in another District In"'.; 


.,e icrmer Sta 



Committees 5 , the cases-'T'eporte-i as penlir.c; by th.! District 
Off icers cQncjrnei though Ip a somowbat 'mechani- 
cal, ant The .emnhasis, is 'tbs 

fact of .the '.lisnosal of 'the case rather than on. the consiiera- 
tion of its merits:. /: Moreover, soma of the. District Officers 
■do not seem, to -attach: sufficient importance., to ttiesa Hieetings. 
They sometimes do not . send a list-.-of- pending cases sufficient- 
ly in ti.me for the meeting. In..spi.t3 of th.oS'O shortcomings, 
these meetings apcaar to^ s,er.,vs3;,.-?D.hseful- , purpose in as. much 
■as they, .affor'l. an opportunity, to. the.- district offiper.s to . ... 
review their pending cases once a month, to the- District 
Qo’llec.tor-. to keep himself.- inf ■ormed of the complaints, and. ■ -.o- 
grievances of citizens In his District .and to give necessary 
help and ,gui lance to ,;the ■■'bTflC'erycon'cern'Bd 'f-or quick dis- 
posal of pending cases. These Committees also enable the 
official .and non-official representatiras to come together -, 
anlv-tc know each others' views and difficulties',' . 

However, in spite of these advantages -we feel 
•diffident of recorrimanding the constitution of District 
Grievances Committees in other S-tatos,' The reasons for 
this diffidence ares (1') our emphasis is f^n the fixation 
of responsibility on individual officers for quick and speedy 
dispos-.al of tfe' citizens-’.-.'a-ppli'cations , .a -responsibility 
which -is 'likely to get dilut.ei‘''when it i.s shared' by the 
District- Grievances CpTnmtt'tee'f' (2) these Committees might be 
used 'as -U' machinery for' bringing 3.n- undue pressure to bear 

I - ' '■ P • • * • 12c * 


on Oo.ern.ent. offielals fro. the non-omcial re, resentatl.ee, 
jfe e ,, therefore . fool that hefor. the Olstr^rt o-,. 

. Mt teas are formed In en. State, the w orking of tn.-, present' 
d istrict Orie..enoes Cojiialtteo In ft. n .lab, Har.,.~ anl 
Pta toeh neel to be stnUej m treater detail . In this, connection, 
It may be rele.ant to point out that .oluntary and ncn-go.ernment 
, bodies called Cltlsens' Ad.lco Bureau have been established in ’ 

tJ.K. In Delhi also, a Citizens ' oid.lce . Bureau has reoentl. been 

set up<. The aims^ obipp-ho i . 

. , - 5 bjt.cto ani the achievGraents of these holies 

nee>l wo b '3 vStiilie’^ j^ri -f-'- -p-? .. j_ 

_ o.ut whether the encouragement 

;f Oioizens' A,i.ico Bureat^on .oluntary basis would be more 

oxfoetl.e th.an formation of District Crle.ance CommltSes.. 

Si ac^aure fo. h, -111.1110, ■'» n Diicat,v.„o. 

(i) Gener al'S ''Jhn ormv, • 

- uncrating the general principles 

underlying our annro'^ch t'-- i-h ■ -u-, 

®e problem In the early part of this 

chapter, we stated that 1t wmi-ti h 

a- Chan,. ■ e, 

ci cncin^-o in ..tb'^ 

i xii oxisoing STT-suems- and 

th'hni f. W procedures, unless we found 

or3 t the situations In 

. u Wi.ch .ot^pple (including Government employees) write to 
:, Government are diverse the wn-t-i 

’ on which they write are varied 

^he procedures nrescrlh-he w a.- a. r, v^riud, 

proscxibed by State Go.ernments for handlin. nn 
. are' diff*^7^n.,+- ^ uaniimg them 

.^xe. iitierent from each other tho n,ovo 

-'oner, rne manner m which thoyr 

hinlled at the S-ate di ^ usually 

'■ 'Jtttnct or lower .echelons -..ary =t diffe. a 

levels or In Offices at .h- -t different 

. b j-.-, ,.iG ihu same' area Tb.Trai .m a^, 

'i™. ivoVi!.!, iiil these male it- 

impossihle ■Pot’ nc 

h^ndlinv 1- and .detailed procedure for 

. app loations that would hold' good for all situations or 

P. . ..127. . 
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subjects. Therefore, what ’(^^0 have suggested in the follow- 
ing paragraphs shoaildbb^^T as a model outline which 

should be modified and/o'r filled in detail to suit the 
particular needs of each' off ice . However , the principles 
underlying those, suggestions x*rlll remain the sara.e in :-each ■ 
case of modification. In othsr words, the suggestions made 
in this report supersede the existing procedures to the extent 
that the former .com.e in conflict X'.uth the latter, otherwise 
thev do not supnlant, but supplement, the instructions 
contained in the existing procedures prescribed at the State 
and District levels . ■■ , ^ " 

(il) Remstratlon at. Dak stage; / 

The apnlicatlons . representations, complaints, 

niwu i Ill . 

petitions etc, received b?/ an officer or his office l.a. 
the Section, shoul'l be registered in a special Petition 
Register . having the following columns; ^ 


SI. Ho. Ho. &. From whome Brief To ^ 

of. the Date received desc- ' whom 

appli- of ap-' (full add- ript- given „ 

oawon pllo.- ro.s) ^ loa of “1;. 11^1,1. 

no.: ^ . Llieot ■ hd- . 


po.sal,e.g. 
fil9d, repl^:'" 


TaT 


gement sent, etc. 

(5) (ef - (7) 


The registration, instead of being done at one place 
In the Petition Register, should.lbe-accordlhg to well-defined 
areas '■^r categorlevS, G«,g.. Distplcb-wise 'in the case of the 
..S.tat-e-"ieyel7"T3hsil op., T':dul^i:S;p::-;i:'m^-4he’''ca^ 'of the, District 
. le.vel7'‘'P'^i^'wafi-or Kaubngo- Tehsil or 
.,.T;al&k-''ie-yGT7"‘'""A numbep (of. ..paj?_^;Si;4ji..,,.ihe''"¥etlt ibn' Register should ,, 
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be allotted to each area the^ registration numbers should be 
Consecutive in each area, though nade iistlnguishable by three 

or four elphabetical letters representing the district. (The 

suggestion is explained in greater detail in hpnendlx ¥11 to 
this Report) . 

This system is being suggested to overcome, the present 
^lifficulty whereby the cases pertaining to a particular area 
and still pending cannot be easily located for being handed 
over t-.^ the officer for on-the-snct enquiries or follow-un 
when ha happens to go out on tour to that area. The procedure 
suggested by us will have the added advantage of giving at a 
gla,nce the number of applicati.ons received fro,m each area, the 

nature of their problems and whether they have been disposed of 
or not 

:‘ifter re'gistration, such of the ' applications'^as have not 
been seen by the officer concerned earlier, will be submitted to 
him for his perusal. Of these, as well as the applications 
received dirsct, the officer himself will dispose .of:, as many 
applications, as. possible, while in others,’ he will indicate the 

action on the part of .the d''-’'^'! /mu i .-i 

,. ■ ■ ---Lin,-> -j-ssiotcint/Glerk or- -ouperintenient 

Head Clerk.’'" 

-Acknowlegoigent-g , 

■ ' Jil l appllcatl.-jns should lnva.r U blY be anteowl « 
t he signature of the Ssotlon 0f.f lGRu / Sup9rlnt.fin.1aut/Hfia.-1 r.l 
o r the P.S./P.A. to the Minister nr Officer noncerne.d. 
those belonging ^o . tb e ; hllbifing: ehtaenri.^^ , v d , 
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(a) AnonymousT psenlonymous , or: 'unsigned ■ 
applications! . ; I,."- o ''" ' 

(bO .Applications, fro in :'G5varnn employees^ 

(,c ).. . Intar-departnental ' references pertaining 
■ . -to these acplicntions^^ ' 

(d) Applications presente-d by a person 
possessing no claim or advancing claim of 
an ob vi ou sly-. un sub s t .ant 1 .al c ha r .a c t e r 5 

(e) VJhere a copy of an application has gone 

to' the officer competent to take, the 
■decision and copies have - boon sent to 
others (including .Ministers) as a matter 
of routine I and- d u-, ^ • 



■ (f) 't#ierG the l.an.guage of an .application is 
. -:'l- indecent or iisrespectful -or when the 

■ application is illegible or unintelligible. 

• Deficiencies 5 if arfy,- in the application should be 

pointed out .all in one place .and not piece-meal. These 

should be p-inted -out , as , far . as' p.ossibl.o ,. ,af the same time 


. as, the.: application is 'acknowledged'.. Instalment thinking, or 
thinking piecemeal about -different aspect's .pf a single 
matter s,hou:b^.:I- rbC' dP^ccuraged. 




: ISO .5 


(iil) 


(iv) 


Cv-) 


(vi) 


(vii) 


■‘■‘■Ppliciiti.ons in respect of X'Tliich tho applicant has 
omitted, or SGoms to have omitted, to aDproach the 
competent Grievance Officer at the District or TTea':’’ 
of Department or Stats Secretariat level for redress 
oi his grievances (except where there are reasonable 
.,,groiinjl.s lor such omission) 4 

iipplications which have .been considered and decidad 
oy. the government in the past and no new facts which 
merit reconsideration of the case are brought to light 

tinS that its consldsra- 

^ n lo c.^earlv impossible or is debarred bv rul^=^« • 

l^?hen.the application is for employment to posts Ti^t- 
under cheoadminlstrative .control of Government o?to 
posts under the adml,nistratlve control of Government 
not made in pupuance of any rule or announcement 
. rG.:parding applications far- employment . “ 

Wiieh ,uhe application is a representation a^alns-i-thp 

or oi- a bo-ly ofdndJrt.SSs 
ru.3ar.ang the private relations of the ap’-'lic'=nt ’ 

.such individual or body., .....a...- ' ^^Pt^-Lic.-.nt and 




I 


phe- application is' a representation against a 



wnen theapplicati 
ment to eKsrclse a 
rule, ■ . 


■■ ■ :■ ^ossifica tion and filing, of a 

- ■ Almost invariably, the disposal, of 

and,, the, delay is ■..almo.s.t-a: 
the .a,pplieation,,; i,T.hat...i..s’ to'-’^- 
liter ^.1 A3i h;,?.P3 ak in,g' . be ■ d i spot 
c,onsiderably. Since the .time 
cation will yarv ■ ac cor rid r, o- ' 


.afepli.ba:tiQn.s is delays 
rlways'ouf'of proporti.on. to the nature of 
>ay, some simple cases ■which. .should, 
of in a few minutes are delayed 
required- for- disposal of each appll 
the nature' a-hd the kind of action 
.0 appliQ-atloii, we suggest tViA-f- +-Tn'd - 


required to be 


applications from citizens shoula be allotted one of 
the folloylno: catogoriss , lepenllnR iipon tha kind of 
action needed for 'their' disposal. The applications 
should be finally disposed of within’ tho time limit 
indicated at^alnst each category; ' • 

(a) Category A; Routine .and Simples ^ 

iicknowledgement 5 for information, romlnders, 
asking for/ furnishing paoers, application of 


simple rules/preco'ients, ....... 

Category B ; Comploix: 

( 0 . g o involving policy i s sue s , 
relaxation of rules , • etc . ) ... 


16 days* 


30 days* 


(*ifliere other offices have to be consulted, 
or where report has to be c.aller.d for from 
subordinate offices, period for disposal 
■ ' " ■ ■ ■ ' '-■■.'O-f c.asG should be twice the period indi- 

cated' 'above) . ' 

_ , , , . Our stu iy 'fevealed- an almost . chaoic; condition in ■ 

■ the o.penlng and maihtananen -of--- files , .especially at the Dis- 
triot level and below. iAflier'eas the general principle*. Is 

■ v -'one subject - one file’, we found the files opened under all 

kinis of confusing subjects and carrying a number that, more 
often, than not, made no sense whats.oever.- We found for 
example that /file given the 'subject '"Comp'ounlers” and bearing 
no number whatsoever, had been continuing.' in one office for 
. the .past 4 or 5 years and anif application, complaint, eto. ' 

, .pertaining to any compounder'in the district was dealt with 
,..ln this file. We . also- found,. in 'some cases that the 





''corFGsporiir3rico''pertainin|''''t^^^ 'an'''a'Pi?licatic;h' rr'o’n' ta 
was' "wi ielv " 'i'rit 3 r s pac elT ' "by ” ‘the ‘papa r’s ' port a in ing t o 


e public 
other 


appricatibhs . Thra’ 'c oFr g"s poridonc'e was not place! in any legical 


or choronological’ o'inllir 5 'iHth' the~”f3'sult' that' it took us nany 
hours to "loc’ate "tha corFasponience pertaining to a particular 


case. VJe could not understand' any rationale in this state of 



affairs though it vras com,plainei to us by sotne Superintendents 
that this was because of the general shortage of file covers, 
etc. W9 presune/'Howev'er , that the Ignorance of the office 
procedure in this respect and/or the Incompetence of the 
office staff are also contributor^ factors for the files not 
being maintained in ’the prescribed, manner . 

Fe, therefore suggest that -an application should be 
treated as -a file in Itself on its diary number unless there 
are some ' compelling reasons to the contrary. We foun:l this 
■system'working ■ satisfactorily in some 'of the offices visited 
by us. The finding of a few papers pertalnin|''€o a case, all j 
■available at one place, is much more easy than ■whLea'''hey are 
lying far apart from each other arid one separated from, the 
other by many other papers not relevant, to that case. Our ^ 
this, suggestion will also ohviate the need for a large number 

of file covers'.' ' ’ ■ ’ ■■.■■■■, • '| 

' I'i 

iif ter ■ -disposal , the 'case should be placed in the area- ; 
wise bundle of disposed. -pf , cases. Applications ' of Goverinment 1: 
employees after ilspos’al may be '.added to their personal files, I- 
a note, to that effect being made in the- petition register^. /M. 



( y ) .’■Haltins' Time s . . 

■ Inordinatoly Ion; j 'halting, timo ’ of papers at 
various being one, of tlie major causes of delay , 

■Officers or office staff should ba required to process 
•tha cases as .completely as possible within three clear 

g . 

working.- clays of their receipt .. The officer concerned 
should invariably,, seek the vrritten permission of the next 
higher authority for extension of .this period; stating also - 
the reasons in brief why the oxtenslon is ccnsiiered necessary. 

The maxi-mum , 'halting, time' for cases which require 
on-the-spot onquirv. shculi be 15 days if the -enquiry is to be 
made at a-. place .which .is also the Headquarters of the officer 
or emplvoyoes -ani 30 d-a.ys for other places. 

( Hi ) Thj Foting Levels; ■ • . 

In the offices at the Oistrlct level and the offices 
of the Heads of Departments ■ and in the Secretariat ])apart- 
' me'ntS; the number of levels required to put up notes should 
be defined, keeping in view the following principles! 


6. Closed holidavs; the day on which th-e officer was on 
tour would not be counted as a working day. This 3- 

be.en',:su.ige3tea by -the Mlhra Pradesh 
Admini s t r at i ve ' Reforms ' C oirimTt t e e . 


p • « » • 1S4 
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In a Secrotarlat Office and tho Office 
of Department ; 

(i) lylh-ere of ficer-orlento i systora.has boon 

introduco-l, noting shculi be iona by not more 
than two levels, incluling the lecision-maicing 
■level but excluling tho level responsible for 
putting up papers and referencing them. 

(ii) In the of flees. the noting shouli be at not more 
than 3 levels, including the decision-making 
. level. ■ ■ 



(b) At the District Level 

(i) Wiove an officer-oriented system has been 

introduced, noting sheuli be by only one level, 

j 4 

■ namely decision-making level, but that too should ■ 
be confined to tho brief recorling of instruc- 
tions lea'iiri.g to tho decision. '';^Jhere the line 
of action is clear or whore reasons for the 


decision are contained in the reply to the 
applicant 5 , no noting should be done. 

(ii) In other offices, noting shouli be by not more 
thvin two levels, including the decision-making 
level. 


( c ■) At the levels below 'the district level! ' 

Since the lines between the officer-oriented system 

and the traditional office system tend to get blurred 

at these levels, since the number of noting levels 

in any case is not .great , ani since transf* t 
gotiof), of Government business, at ^these levels 

, , ■ ■ ■ , : , , ’’ ‘i 

tends to be less, formal and the persoJIal 

P« 
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contact between the citizens and the Government employees 
tends to increase, the noting should be by' one or tyro. 


■ e vei s.. in . any .ca.s,e.i keeping 
in view the general ..prlncipi'es'ffl-aitioned. for the. offices 
at the. District. lavel. .As- already .stated,'.' the transactlon 
of ..Goyerhm:ent,:b.uslneea-at thes.e'.l:eV.el..s' is. generally ■ 
done through personal, contaets nn^. i than 

,a.t,.-.h.i:gh or area ■ level s. ’’ Ini such a ■■situation, Government 
,employ.eeS', bften fail 'to record the particular action taken 
ib,y .them- or the- reasons therefo'r. k^Wf!"r«gard thl s as 'a 
..^.serious laps© from, the no'rttis of adminstrative-' etiquette, 


a s. ■ reco rded dscisions fortii the ilf e-blood of a healthy 
.0 rga.ni sation..r At. thes.e' levels,'- this does'.not g-enerally 
.need. mo re than -one.'.or two-'bri'ef sent.enGes» ISiis applies 


aisO:„to .a racord.;0.f the '■meeting,; with hon-officials 
__at,.thGse,„levels' . 'therefore, urge that this should 

,b.e done invariably. ■ ■. ' ' '■■' 

( vii.) . ■ Failu re’: ' to" ' tak% ' he tion " s. ".i . ' 

o r, .....taking incompllete ■■action - b ec'ause of l.gn ora ne.e ' of '.rul es 

P r, becausp of' Inadequate -attention to the' details of the 


:.nia d:;::;dealt:,with^i:..a-h::tsuete :;-i;S|af'^^^^^^^^ 





■ Att-gnpts at tossing^ of pa/oers and ' roping In 
o tfaer<?. where action or^6Gi.siQ.n Is the sole- tesponglblllty 
of the of fleer- himself .. should be taken serious note of^ and 
s uitable action should be taken., ■’agaln'-s.t the defaulting officer . . 

C lx)' Forwarding of applications : ,, 

■ It was represented to ■ US' .strongly and repeatedly " 
especially by, the Collectors and otherpf'fl.cers at the District 
le-^els, that the pulyll.c ar-e In the habit of sending copies of 
.;appllcations to a number of authroties ■ at .all 1 evtl s, ..which 
might or might, no, t be' concerned with the subject of the. 
appl'icat ion*. Our data , suggest- that there is sbmd truth 
in this representation; , Bven the forwarding of applications 
by these authoritle-s to the officer Goncerned, -and’' the 
■ ^pplipstions so forwarded reaching him on diff erent dates j ^ 
t'akea up ' a great part of the officer's tim'e .and- the time 
of hls- office. If the officersbat higher levels have asked ■ 
the officer belo'w for ;g,. report In:' the matter, the strain on 
him- and. hls staff .in preparing and,- submitting replies or 
reports. Ineredses ..manifold* ^ Th.e public,, according to, .some 
officers, sean to entertain the. ■ loippesslon that it .;i.s'..only 
the Ministers and the of fleers .at the- higher 1 ev els of 
adminstration who can get things done for them.'^ 

7 ,, Whether this -Impression is justified or not, we are not 
in .a position to say, but the fact of this impression 
cannot be denied. 
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■ ■' Of£ic,ers comp'^tent to take a decision often find it 
ri ec'e s'iafy. ito' call ;f o r'' a .,r-ep© ft : ofvt'hp ; snbo rdina t e of fie es 
situated at .some distance "froTn: the. headquarters. These 
officers do .not ■often'h.gve the facility of a typewriter, 
and the dealing' hands, often’ have to make' a copy of the 
application, .in' their- own hand and to forward it to the 
subordinate offices .asking for their report. This they 
do ' to- obviate" the 'possibility o-f losi'ng^ the original 
application 'in case- it 'Is forwarded to' the subordinate 
office- for report;. and', return-.' Fe are not' sure how’ far this 
-fea-,rils_ justified, but it obviously Imbli'es a great 
expenditure of time' 'ana'' ---slfo'rt^ could perhaps be 

" salved " and ’ utili sed 'fb'r " so'me f rult ful " a’ctl vl ty . 


"i' 'We, therefore, Suggest .-feat where it is necessary 

for th-a .competent of 'fider^tQ call,, for a report ' of the 

-.subordinate office, 'befcfe'givlng „.his declsions- 

...-.i,. '.' (a). The applic'atioh should be forwarded to him 
-, -4 .n,.:p,riglnal with a request'' for its return. 

. . Time and"-'-ef-for.t need -pot- be spent ' In making 
'• ... ~^-'QQ-,p.y, for fear 'of:':in,'g'''s--'®-r !;'-ffll,,:splaC.an:'ent of 

-- 'fcbe ofl'gi'n-air.J.-lIfewevGr , as a sa'f'bguard 
■■'■■■'■-'■■-•against the Dos3i'biilty-.of..lts -10 3 . 3 . or 
-■1. .. ... ..... mlsplacanent, -gist .of the 'app-il cation 

' -Should be, .briefly m<Mtio'hed both- ;4n- the. 

1;,: . - , CO nmunlcatlon .calling for a report and- in 

, ' ■ • -'I'ts of fic.,a.co.p:y..C-Se'er".!al-so. Annexur-&..'-lT -to . 

-.1:1 -:,.P 


■" ,,p)^ Copies' nf-appltcations should be made-'nniy 

.. ' Rfports:-.t.pv,e. to 

i G,ai-ed---&in:.3‘^tn3..vi^re than one officer, in 
' : . '.’'■:,'''''.:,e-.----.F.hic,h,na,,ab::-lh^yBW^ .slm'ultaneo'tisly 

Ip tg thellp 
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(c) The maximum time limit for receiving renorts 
shAhld be one month on the outer side, though 
a shorter period, should be prescribed wherever 
It is considered advisable. If* renly is noi 
received within the p'r escribed feime-Hmit, 

' the bf brought to the notice of 

nn thp above the level- of th9„dealing officer 

serious 

nart nf°?hP delay- on the 

part 01 the subordinate office.; and 

•(d) A' departmental officer going out oh tour to a 

in“ asSd“ fo ?f a c «rs 

ahnnff? t V- sltedar^ pending, the officer 

■ PO.ssi.bl.e,. bring back Si th 

suggested by us- (nage ll?f sSouif 

" anf ap^ol® f without 


Lon bf' Power’.e 


for Rcm.rti 


Our stress throughout this report has been on 
the principle that powers -of decision should be del-egated 
to Offlcers-'and they should : be . given the necessary trust 
and confidence la cxerolslhg those po-wers. We, therefore, 
suggest that in keeping vrtth this principle, aoBlioatlons 


,J“£ceive( 


loriti 


endo 


ataaijsiX t»C.forwa aaa^jLJ^ .Qr or-even 


?, ■ 'A'"*.:' ■ ... ' 'I ■ W i -L- - 4,, \||f „ 

iSaiaiLSi ^f to- 't ak a ^ in' n-hh^r 

0-th Ph- Caae.a , th e GOtiV .Qhn,f 

aiffp 1 Y b e f n r uw rrl ■such' n fc-f r ' 

■ .■ ac.t 1 nn 

h ^sary that ser lnu s view shnutd .. 


^...p 0 wer ,s _.and r a .ann i 
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( xi ) ■ ■ : . ' - ■ ' ' 

■'■■ ''l/laeaf OPS said. would' Imply that 

asking ' the O' '£ fleer to ott-lhie' eomplaint of the^ 
citizen.;,, ^ when 'he himself Is eompetent to. takelf^^^ 
decisions, should be an. excep't ion rather than the rule, 
uhless :.the appiidation. r:eeeived higher- levels i a in 
...life..® ;.,nature;;o.f;;:;an.::-a-p^pM nifelthe ,0 .eel siion. -Qf' thal. v 

■:Df.fieer.,, The - sup verier .o- f fleers should respect the finality 



of the ; decision at - the l:ev.el:.sat':, which it is agreed lo be 
if-lhal, 'To ■.callc.-fot a''!f epo'rt.....axcept'ln cases of '■ appeal is 
ar-:negatlon . of the . principle .of '^delegation .arid .a denial of 
;flnall.ty..of declsiori "alnthe dalegated .’level,.; 

- .4 . J/j, ..rocelved^by an..offlc'gr from a 

_.Gltizen .;ls;-:iri,!t.hp riatu te.;,pf ^,ari:,.appQal, .aga.l.ns.t.ith'e...-.declsion 
of that, very officer, it should; bo'r forwarded; to ...'tb© next 


higher .-officer competent to .review the ,,d eel sio.p,.. unless the 
ap.piellate officer .himself bas received the a-ppeal. In such 


cases,, the appellate office^’-.! should ask the -officer appealed 

a gainst- fo r. ■;a t.report,. along,:, with.;; all. the, relevant papers 

on the subject. The .appellate officer should review the 

case. s,epa rat ely,..- give, --his de,elslon ’.and" communicate it to 

the applicant .at the, ,, earliest ..'possiMe-. - .The .papars should 

t h en . . b e -b pt ,u rn ad to;.-;- t;,h-e,: so mp e t t • ,.p, £f i a er f o r .' .f il 1 n g. 

.• The .app-ellaterofflcars Iri :..eaph o.ase .need to "be 

defined for each office. ' . ' , . 

p, IdD 


( xll ) - Model. Guidelines - S '.. . ^ ‘ . 

In order, to .■ensWG prompt action wi thout lo ss of 
time and effo-rt on- th 8 ;part of the of fleers,, .concerned and to 
simplify, -work methods ? especially those involving' repetitive 
action, we have dra-wn a set of- draft Instructions for the 
guidance of all dealing-; hand's^ This may be s-'^en in Appendix 

-We recommend this for ado-ptlon by State Go verament.s . 

Gltirens too, c ft en make, the, worl:,: of Administration 
:d.ifflcult ,and contribute to , d .ela^r-s , especially In sending 
frivolous or incomplete applications' .to a large number 
■ of levels, For their guidance', 'wa have drawn up another 
:.set of .guide-lines for .the puMlc as in Appendix VTII. 

We. r.ecomm en d that - this should be 'published' by the 3 1 a t e 
JjQjeiaBmats _in English-, Hindi and Regional T.angnagec 

, d . i . S tribut ed^ f r ee l y to the general publi c o r at a 

naa laal co^ , t , of . .5. p, on li. The printed pamphlet should be 
gl V ai , yijjmjjj possible public i.ty -and- circulated through 
the ..agencies like the Public Relations 'Office'^ Panchayatl 

Rag‘ bodies-, Block Extension Agency Citizen si Ad vice 'Bureaux, 
etc, , - ■■ 

^ ■■ wq referred in the early part of this study to 

certain- theoretical- .concepts- about :thn. inadequacy of the 
principles underlying the struc tu‘re' of '-admi-nstrative' ' 
organizati-ons, to the growing dilemmas faced by the mammoth 


add ern orfeaniz&tipns., add ,to ,, the. ill'd ■'add. dysfunctions attri- 
buted to 'ffi6derh/-bureaucracies. ..l^e had al-dO: m 
.the po s'sihl'd . inpampatibillties •■between these n egati ve 
aspects of bi.rgani Ration s arid' the lofty ideology of our 
goal of ai welfare, .Statey , These ■Incompatibilities..,, in our 
vi ew , c r eat e a gap "b dtwaen ... the esp ec ta tions-: of .....diti ? en s 
f rom the ■Admini.st.ratlon and the. capacity; of' the .■; ■ ■;» 

Admlni stratlon...,to sati s'fy these expectatlpnsi ■ The narrow 
sph.ere -o-f.. (§.ug enquiry into thd;' machinery and -procedures for 
redress of .citizens' exceptlonr.to-, this gap.. 

-1^ much in thCdmplri.cal data-' given ■in' 

^ Chapter* Ilil/to .^sUf^q.ft^he'-existence of this g ap,-,. Our data 
su gg est -three ..kind s o f fo rc es at -wo rk . s . . ( 1 ) fo re es of 
, aliGna-tfo.n§ . i. e. tho se trying to widen this gap»(il) forces 
^of 'sup port e. those, hr^ing/- to, jnarrow this gap,, -.and 
(lii) f o .pc •e.s. -which would'.n.'e,ed .a„, deeper and more -detailed 
stuQy.' fid.r -their proper under.standing..''''''we haye naturally 
concentrated, our at ten tion-.i.on. the -forces that tend-- to 
aggrayate, -the .grle Vances '--df citizens, a gai-nst the \ 

admlnlstratlpn j. and sugge,s.t steps: -that- would, eliminate \ - 
^ or- CD.nsid,.eral:^y. .veaK.en „t.he.se .4:QjG.e.s ..q.f^ allenatlo-h.,, This, 
w8 ’^ppe-j ^ j/ifould suppoTt to to the 

surface-, and .exert i.'t hem 

'obviqus-.'that. .t^,e,,^.w..ork.nf ODyernment- needs to 
.be straightened from time to . time. -. Organizations tend to 

U t • f : 



become anaemic? if let undisturbed over a period of time. 

, , An__o,cca.sipnal sh-ike-up tones and invigorates their health 
. vitality; At the same time, the shake-up should not 

, ,make a complete break .frpm, the life-giving and life- 

sustaining, ropts. Xn fact?a brief survey of the existing 
:: i l’tj^.ratpre on^ the sub ject made, . Ih Chapter Twa .would show 
. ..there, is no dearth of the bright Ideas and' .valuable 

suggestions, .for meeting .the. shortcomings tha.t our data 
have brought to light,. \'ih,.at, is needed.. .i;s ..to, p.ut them in a 


simple, consolidated, and practicable form and ^o 
they .are jmalgffi.ent gd,, in fulli np-t a f less. 
f*.' ’ conclusion ■ 


see that 


j' 4 ' 


Ihe sum mar y o f .ou;.r ihd Ih g s ,, ... su. g ge s t lp.'n s for 
. study and recomraepdations ,for streamlining the 
f. ..®^isting machinery and .pro cedur.es fop -'redress Qf " citizens'' 
- g^is’vances i.s.given in gppendix IX. -Qa-r , recommendations 
do not Represent .a bpeak from the ..existing.prQcedures : 
in fact, mo st^of_them__are.' already ip eklptence in the form 


of suggestipns^pr. in varyipg stages of develpp.ment or 
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by us has not been able to make a significant iropact 'in 
the areas where it was prescribed does not , -in our’vlewi 
■ detract from its 'inherent and potential usefulness'’ p 'for, 

:a,:s- 'wb •■'have ' seen , many other' intangible Elements may be at 
rwbrk in the bureaucratic mili ett, which unay nullify the impact 
T 0 f . thSt 'paTticular recommendation. While we, have suggested 
some further studies for identifying these imponderables, v;e 
fe.el optimistic, withlia' the limits of results yielded by 
our .data} hbout the effectiveness of our recommendations 
in the structur-al framework suggested by. us. 


..One ‘significant fact suggested ty our data is 
that, : in- many 'areas o'f proa?edural action, deficiencies- con- 
tihue to occur In spite of the specific' instru-ctions Issued 
for,, avoiding those very deficiencies - as, for e'xatnpl'e"', of 
the acknowl edgeable applications, only about one third are 
actuall.y acknowledged, ' This would seem to .underline 
the .need for .a^systeijatic approach to e.ns.ure t (a) more- 
effective supervision and inspectipn, and (b) b.etter imple- 
mentation and evaluation of the existinjg oTi suggested 

::: procedure s.' U\ • ■■ 


Our d:ata.^ haV:e,:;aUo.wn■:: that: 'o:nenUbi't...pr.v^^ 

( Table .3..rl5).-,o.'f'....the-.tl--el'hyhd""'oases. .^re d.ue tp , -the-: delay -bn ■ 
the .part , of. . su.bd rdlnate’-o'f flc'es » . in Curni shing ,t heir.]' Reports, 









CQraments or to 'lack’of proper follow-up on the part o.f the 
o ffice asking for t he report/comments. ' Delay also o.pcurs 
at both higher and lower hierarchical levels of Administration. 
All these causes of delay are, in the ultimate analysis,? 
attributable to the laxity of the supervisory system. In 
this sense supervision and Inspection are perhaps the 



most emphasised and least practised, aspect of our admlnis 


trative system, particularly In relation, to its dealings 
wiph-the citizens'^ applications. 



Systematic supervision seems to, .have been allowed to 
go by, defaul.t or indi’-fference in the process of rapid eiqDanslon 
o f d evelopmental activiti es und .=r government auspic.es. True 
'bo_ the, saying that "a^ thlhg not inspected is the thing not 
done'.!, admirilstration would be weak to the extent , that ' 
■supervision and inspection are lax. 


We. regard supervision and inspection primarily as a ■ 
means of guiding, helping and' encouraging .the staff through an 
"on-the-job" training process' and riot as ,an instrument of a 
punishment— orient cd system. Supervision, in its true- import, 
is that whi.ch imparts to the subordinate staff a sense' of ' 
purpose and dedication to their job and motivates them to a 
better and hi.gher eiadeavour ih'th'o-rT* -in-h 
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df the wgi&lv and monthly stat e Mfe nt'sio£...peQdlG^ ^^ 

^ ( A-me^mre III to : Appendix VT.I) , • , f>‘ •■> ^ 

, ' ' Recommendations ■% ■ 

As al-ready statedv: our entirely 

-:new. 'In' fact, some of' them ha've-Be pn latt^ down as official 
■ 'instructions many a time in the past; but they failed to 
produce worth-while results because they were' honoured more 
in breach than in observance. 

. ... - If :■ the ’ ej^erience pf.t.he past .has any relevance 
for t^e future-, it ■ is that -the prQcedu.re-.to be laid.: down, 
on ..therbasis 'of our recorun endations., should . be regard„ed as 
th-.e 'first -';', khd'not the last step" In the. process of . . - 
streamliining the admini^tratt've,' machinery and procedures - 
, for. speedy handling of citizen b'' ap'pli cation s'.'- 'This' 
.implies tha-b the imp3,ementatto'n''o'i the nrocedur-e- tci"-be' '- 

•i '-e ialuatloh of -the new procedure' and the comparison of 
: - performance under it with that ''under the- old' procedure 




^ ili provide a very’ valuable Indftx' of Its ef feGt'iveness . - 
■■p orrebti-vePac 

, .;vTh© useheduie/idopted -...for oUii,, s tufiy‘-‘^ee^ .Appendix III) - ' 

will, we believe, prove of ' guftnt , help', in undertaking .the 
kind .pfuftvaluatihn suggested iy..',u,s'. i 'vHo-wever, uhtlll'., s.uch time 
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as the staff within the Organisation are enabled to undertake 
an inde-^endent evaluation, the evaluation should be uhd ertaken 
with-'t-he- h^lp.;;..a.nd.-.-n-nd er t-he ■ gUi-dan'ce of-bnly such 'individuals 
or organisations that have -'the nec-Ws-sary' know-how' of the 
n eeded., technl ques. 

(ii) Cost and Benefit -of QU-r’--Recommendatlons : 

In' non- commercial Organizations, such as Government 
'Offices^ it is not easily possible to measure work ■‘•'productivity 
in, terms of , money. All that we can possibly do. under this 
head is-,po more than...,a .rough and rGady.. .gua-as -l-n very gen‘=ral 
terms. Our suggestions ,'t_h.at.. might .involve .ej^pendlture to 
Government are very few Indeedj ,,''in fa c,t,,. there is only one 
such -major suggestion ^ for appointment , of .a full-time Deputy 
Grievance Officer in a 'Secretariat Department/Of flee of the 
Head of Department/ Gollectorate, though we envisage that 
effo'r'ts ''Would' be' made in the first Instance 'to. /find an 

■v'O f ficer-'by re- allocation of work among the existing officers. 

C we ■ are" igho-fihg the'-ailovance we have recommended for ' ■' 

’ ' t'hese af flc erg) . As 

'■''^di/'-^!*"....Sh'st,':apyi^.lgnlflcan amount of 
. mp.ney :,,^„,o y. t_he^ mQ st^^.. t hey ;wlilyrcq,,st':/.en pay 

p'^^’ip.er#, /:Th',e''p,ay- -of ..--such^^^^ of^ficer will be 

■■ ,VJhic„h..-wlll'.5L-;...w'e.’hope, be 

m-adb-' fe's-sibie '^^du gh^ slmgl pace of wo rk. 

. Blit the cost and benefi't likely;, -to ocqur :a.s ...mentioned 
above p.ale into insignificance in; the. f a.ce ;_qf the far more large - 
in fact over-iiding, - benefit we .aim at. .-It , is the achieve- 
ment- of citlzenbf"" satisfaction. - 









Gist , of" . point s inade in' the- repoTts ' tT various 
iidininistrative lieforms Oomniittees and individuals , 
with reffpronoG- to^ the problem citizens ’ grievan<:e.s 


Ihe ‘BJsgasthan Adriinistrative Eeforms , Commit te.e . with 


H.C, Mathur as • the ’■ Cha irman , was 


to recommend, measures ”to bring about ref ormis ; in the 


administration of the State, specially to- improve the 
efficiency of working of ' Government off ices and' ensure the 
expeditious ■ dispo'sal of government business.^ • ■ 

Ibe Committee submitted its report oh thetl^th' -o 
September, 19^3, Following are, some .of, the ..important 


'recoimnendatlohs of 'this Committee 


** ■ ..'.Th ere should be courtesy and ‘ respect- for p'eople^s , 

■ • representative and full consideratfin "ahould be 
given tO:,.tb£ir views but unde'r no^ . 0 ircums tan ceu .should , 
administrative principles be sacri'flcfed 'or tampered with;- 

Before a decision is taken in any matter, by. the. ., 

' ' Govexnment the direct and indirect''effQ'cts"’6f ' " ' 
the decision on the Administration .and ,, the ■-people , both • 
immed-iate and long ‘^range , ,arih the 'm'Pnner in which the 
decision 'is. 'propos'ed to b'a tmpteinGntrd should be carefully 
considered,' . 

^ •’ ' ' ■ ' ' ' ‘ " ' ' ■ . * 

V* ..The important- ge.neral g'rievance". 6f'''thG p.e' 0 '.fio., should 
■ ■ be. ■Intimated'- by all offlces,‘p.f 'Ihe.jjc-vernment -to' 

the State 'Government, -The- Chief #'cre't.hry should . submit a 
.fortnightly report^ #■: the -"Cabinet indicating, the. important 
grievances Of 'tte -|iaopl®--;Whic-.h-v-o.amK t ho time ..of the 


-4 



GovernZiGnt during the 

■)r pru-posec! to be 


taken 
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quarter and the remedial action 
takqn with regard to them. 




The Cabinet Secretariat should be suitably 
strexigthened to ensure that such information 
s may require, the ■>ttfntion of the. Cabinet is obtained, 
nalysGd and .submit tc-d to the Cab in etp in '’time. " 


I'he People and the Government 




p Ombudsman. ■ ; ^ P' . ■ ' :o;. ■, 

to' independent powered body in the nature 
of an Ombudsman obtaining in the Scandinavian 
countries be set up to enquire into cases of ma3--adffiinis- 
■ tratldn'' and ■corrupbion''and'' give adequate protection to 
those who ore unxiGcessarily maligned. .This will also 
provide -tne Legislature with* adequate means for 'dlschatging 
their functions, as guardians ,ppf the Peoples's rights.., and ... 
privileges effectively . ' 

** ■' 'A person ■app''.-'intod' ah' ‘^Cibu:dsm,an''' Should' be 'one 

who is. eligible to; hold a post equivalent. in . 
status- to that of h Judge of ' the High Cburt or 'a Member 
of the UPSC. and is of outstanding integrity. His •. status 
be equivalent- to that of the Chief Justice of thr'‘ State '' 

High Court. ' , ; . ... 

■ He should primarily co.nce.rn :hims.plf with the ... 

aetijns tak^en by the • St ate ‘GoVr'rnm^ nt ''Indiudihg Ministers/ 
Deputy Ministers and officers of , the Secretariat, .Heads,, 
of Departments and sefii'-r scrle officers of the' All-India 
Services. For matters lying within his^ ;}urisdictto;n., 
the Ombudsman should be empowered to obtain- -such'-infbrm'Stion 
and such d.^^cuments and records as may be required by him 
for the discharge of his duties from every "'■per sdfl in the 
Government- ...... The Ombudsman should be. Invested w it;h . 

powers of 'a ComissiGner. appointed under the Comniission of 
Enqu'irie.s Act s-o as- ;fc-.o 'eh able .him to conduct his-.'enquirie s 
. .sff Icidxitlyi ■' ,".p. 

The Secretariat ... 
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"One of -’the most' effect- ivc' ways 'bf "■expediting., -the 
work in. .G-overnmeat- off ices' is totoinerhase the'"; 
number of officers to take decision,. ’res t.r'ict , the; ;.h.umb'e'r 
■ of subjects which they have to -.ienl with and re.d.qce' 'the,;^ 
strength of the ministerial staff who are requlfdd to ' 

"pr... cesgtohe cases at vertou-s stages in the office '■*-.> Three 
dlfferGnt systems are- recommended for‘'adop.to;-b;d in this 
^■rqspect.- the (^11, Systeme^ dhe -'Group ..Syst#. ''.add •the,, one. ... ' 

p i'h- which the'pndmbep' o.f 'S.Os. J.s i.dcfqa"s'dd‘ 'ahd'th:d .number 
--•b f 'Upper', ..end -Lower Dlvidioh ':.(Xl',y;h.ksJc.br.f esp.ond.,in"gly '’r^^ 
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It i-s r solecn /duty • of; 

' ■ ■ ■ to inclacats, in' tftc suborclila^ 

right.:' attitude towards ; tbeiit. work: a;s w. 


.** Norinaliy, after, the dealing. assistant has 

'■•O' ^ 'examined a . paper ■under 'Consideration and rcc;'>rr.'..'^d 

his 'note,- 't.he case' should, not bp': seen .'by any cth'.?.r. niem'ber 
of thG m-.inisterial stuff (excGpt perhaps,b.y thG ,Offic'e.v 
Superintenclent/ Section Of:ficc?r .for s-stabl'lshfient rn-atters) 
and' at .’the ''inost"by one Oifflcer before tlie. paper is put, up 
to the oificer cumpi'-tent to take a' .lecisicn ,in the matter* 


nt s/of fie 
cel’^ed, in 


The 'Heads o f Depart 

t ^ V'"‘ V. r" i: i t: h a . pt- T 


themselvp 


the Pun.:i'ab Ad xinist 
■ Commission.' 19 66 . ' 


v 'e Reforms 


■'The Punjab Administrative Reform;! 
was appointed in' 1964 with' 'Sh'ri'-'K' 
cl s Cha i r m an ' and Lr . J . N . Kho &,!' a , , Di r e ct o r , 
its members. The Cbmn:iss?on su omit t ed . i t ? , 
April , 1966 . : ■ „2 ■..I..--,.'): ■...-•■cuu-: 


Gommi-suion-:- 
Efinuirantbiys 
IlPA as one” of 
rep3,rt in’-pj'. 


Amo n g ■■ 0 1 her ' t hir. g s 
explore .-ways and m 
the citizens legltimat.:; del 
redres's.of their grlevrnces. 


** d... There "sheiuld be'.. .greater del egatior/'bf authority 

in the inte.rest' of , q'llick di'spo sal . ' To be ■■ 
effective 'it..ffiust' 'OG'/ail 'along thei'line fTrom the Minister 
to 'the Secret'ary',,- fro'K' the Se,crm-t!ry‘ to ' his subordinate 
secretariat' officers,' from' the' Ministers to :-the Dt-pa^tm-ental 
Heads and from them down to tnelr ■ junJormost officers in 
the field.' ' ‘ .I' 


The cumber O'f stag/'s In the passage of a file 
to the 'decisiun-lhved. .sboul'i be' reduced. 


** To gain confidence of the people, the officers 

should go down tc the field to meet the people, 
to judge the work of their subordinates and to assess the 
impact of schemes launched by GovG'.''niiiPOt. , i. 
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** As there, is a Director of ' Public Grievances 

^ in the States, Ministers should- direct complaints 

and their grievances to this officer, unless the grievances 
concern their particular department s, ' in .'which case, ...the 
departmental officer concerned should be required to deal 
■with it. ■ ' • 

** A Minister, while on tour, will bo mahing^a very 

’ ■ • useful contribution if, instead of listening 

to unrepresentative, stray and doubtful people about the 
truth or oterwise of a complrint or about the functioning 
of tne Adminis'tration in the field, he consults the local 
elected representatives. 

** The Gcvernmrnt servants should be impartial. 

Between Individual and individual and between' 
party and party,, they should hold the scales even and 
act according 'to law and rules. 

.** Supervisory officials should be freely accessible 

to the public during appointed hours of the 
day "and -when complaints of -'delay are broughtto their 
neticG, the official sitting -:»ver the case .should be 
sumironed of 'visited ,. and given the necessary orders 
ins'fcead of calling for a report.' ' ' 

Public Relations- and Redress of Grievances J 


1 


.a 



** A correct picture of Government performance. 

should be continuously transmiltt ed to- the 
people through an effective, well -organised Public' Relations 
Department. This Departeent should also act as a feed- 
back agency for reajict ion s’ and -grievances on Important 
matters concerning policies and programmes.. 

** . There is heed for more', better planned and 

■ ’ repeated publicity in. regard to Government 

schemes relating to loans and grants to the people,. 

Rules rel.ating to ■ making the applic-ations and .relevant .4 .'^ 

dates for the application should be throughly publicised 
so that everyone knows what the schemes .are about and 
xsThether there is any abuse, in the distributors of the 
Government eredit. 

** , Branch Officers should be freely available to 

the pu'blic at appointed hours. ■ 





Those who have grievances should not be 
■ encouraged to jump .levels'. ' The lowest competent 
authority should be encouraged , permitted , 

compelled to look into a grievance and _ take action upon ix. 



f; The Director of. Grievanci 
on the jurisdiction of v. 
di spo s-al o f canipl ain t s . . He 
y to the pursuit of complal 

The syst.em of Tribunal s- 
: disposal .of grievances, 

be tried. . . ' 

Subjudice or justiciable 
•• exclu dcd . f r: m, the c at ego 


s in France, for 
,t. the -District level 


Economy u 
inted Oct 


1965. .Chairman 


iommenc 


** The prompt disposal of business in Cover 

offices, the courteous and;....symit-^th^?-ti-e'S 
to the problems of -the individual citizen when he 
such problems to the notice, of the .Go;ve.rnm,e-nt, acc 
sibility to the members of .the public ..v. thes.e c 
matters -which properly., belong to' the d-offirin of t.hf 
serven.t.' It is therefore- quit^- right- toat there^s 
be periodical - assessment, by Government bf- t he ext^ 
■which ' civil servants ' .have' or have no't been - able t. 
this (i.G. order ^ .efficiency .rndr justice;. ' 

"'■There': is ih almc'st -every- office-' of , the i 
- ■■ a "'deplorable, slackness in the ’disposal ( 

’There is grbundvfph belief "thht': the a-verage tever 
servant is -lhckihg 'in initiative and- independence 
There is criticism hot, always ' -.basal ^ 

■'av.e'rag6 Civil csLrv'ant in . the. State.; s-tiU- -remain. 
',ti.hlP ,to:fthe' 'Public.- Them-h-as'- been, on'-ever-incr 
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pendency to do the minimum of work and to 
the rules of discipline. . . ' 


cease to observe 




Indiscipline among Government servants has be-^n 
sweeping the: State during recent ttme'=. If this 

goLrol unsatlrf;et=ry 

hhOri h =a“°‘..be salt that the wave of 
Has Its roots only 


in economic causes. 


Indis-cipl ine 




■ foundations In the 

thlhhO® oovotlon tc duty not only of 

-.f that comn-ose the tovJmment 

tL l l nh "^'*‘«yf6talatlve Assembly and, Indeed, 'P™' 

difficult types of Gc-vornment to vort ?!.l »at ifreellc 
hate"'ls- ‘‘'ay.ulldfhg up .Of a weifarj ^ 

■ no t p ro -^u?t LtfV 5- Jn f T bu t, „adrrdn i s tr a t io n ; 
^s-cinti'-nVh^f but. production; not management 




Xicienev - 


dSc.me 


._a.sPe.cts 






..Manuals shruld -be prepared immiediately for 
departments which do no t ' have 'thorn. 


and^fri’P ice procedure, well-knit 

,?Se levise-f 'bf 

-.. AilmiQ3,strative .pp o cedu re^ci ..{...., 

maintained 'in each 

on the lln^ ^ t'‘"? ^®ttenham system is in. vogue 

,-n tne_Iini;.. of ihe Inward Hegister 'and esch uptifirn ^ 

nSefe'Jhrif ^r^ilgiCuXd*^?,. ?i;e^“L!ins ; 

** . time, as the petition eteV'^is 

.number gtoon“!'ihe"pet\rio^ hTtSe ■r.fgla?ef “ ?-tain-the 


etc. were 


disposed of promptly. - .^b.f;,,;^?.titions 






I 
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^pllcMtion :;-r petitior: is .roji 


I. (■; 


** Whenever on apv--^- _ *, , , . . T .r- 

order c-on'.ri.Linicatod t-o tios ;p^rty 
indicate ..briefly the reapns for f- 

parties may -know,. why that; nr 

unless, the grounds for rejection arc sucu .as crUxu n..^^ t. 

revealed in public intyrost .; : .. 



** In addition to ; th?e ncomnl ■annual itispection o... 

of offices Dt District leveo ; and be^ov by tne 

, . ^ -p -p -1 r» T' vrri‘“h' 'hii £^h in tte hiarareny 

.:nsxt .superior offipr, Ihspstct - 

,to-thab o.r inaue^latepuperio.r 

tiioBG' 0 ff icers once, in a, per.io d of dhv;.iit, i lyt. y . .. 

*» Disposal sh,ould be spaeds'l up, if for instance, 

■ ■ thwre is a rule, of having a aay once in a 

•month on vhich all fil<'S:tb8t Jiave b.aen_penQing in , 

b^rghtbiSf a1oSt®S“ting of to 

and. a-greed. upon. •- . 

.. ^ - 2 ^fcere sh'lld be maxiiuum 

the disposal of .'v.ariou;s-;pndsppPt- titions 
submitted by the .general the tilrfix-d. 

shduld ordin.ftr.iaiynLbe..:;lis.py 


Depertsipnta-1' -M anual. s ..? .r; "' ."‘’'/'“y "'■''t r~:" i'-'- --;•. 

** "■ The 'Government sno.uld direct the Heads of 

Departments to finalise -the: ^jrk, relating to 
the revision- of the Departmental 

•wlth-in a prescribed time limit by sancnctioni g > 
a'ddiitlbnai' staf^^^^^^ 




■f 10 - years. 

>ic:^ 


The Manuels and' (Hies may 'be revised and r'e- 
IssuTat ape.oififd pcrlocllce-' Internals, say, 


■ .ilach'Aep.crtbcnt should •in-..aa.lition to preparing 

.... .. . . a comprehensive departmental Manu^j i^. 

prepare a sm,air passphlet .containing only. matters of 
interest to the geac-r.ql pi^blic,' ■ ■ ■ - 

and ..iP.empl^a et,s |houl d be avail able 

.Gentres, iheseihould as6'obe-- revlse'4 Manuals 

.are revised. ' ■ , .■' . 
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Public Bel atlofis . 

** 'As tbc-'rG is no machinery, for the Information 

and. Public Relations work at 1he Taluq level and 
below, _ the service of Public Relations Institutions, the 
Extension Officers, the fl.E.Os etc. should be utilised 
to the full extent for the purpose. 




■ .Public Qompl pints and. Griv-v.'.^nnps 

: The"institutio'n of Vigil'ance Cornmissioner should 
. , be utilized also for the purpose of repressing 
public grievances. 

** Reception Officers contemplated in Important offices 

that, have dealings with the public on a large. scale 
should furnish information rccLUired by the public (.and also 
answer their .enquiries ■; ; . 

** Any infomation required by_ the public for a 

'■feSAafi'dq purpose should be furnished to him, unless 
it is of a confidential n'ature. 

^ ■Sa-^.erhgj^ht of Andhra Pradesh. Report of the ' ' 
jldministr ative Reforms Committee (l96n^ ; 

(Chairman t Unnithan, 'I.C.S.:)- ■ ^ 

■ Deals mainly with the State-Secretariat. However, 

the foll.Dwing Recoixmiendations are relevan.t' • ' 

** Each Cbllectorate should' have a receptionist of the 

, . rank qf U.D.'C.' Each Officer should set apart some 

time on every 'day;, to If ceive visitors, • , 

** A trained and paid social worker -should be ■ 

+, Gach_of. the big hospitals in the 

to attepd'to the enquiries -from the public. 

** Each represent, atio'n' received from the public 

should be acknowledged. 

of Bomb.av - R-ePort on Di.strict 
'.te£Aue- Qf-flcep by Plmputkar (1959) 

Following are some of the findings and recom- 
mendations of this report : .■ 

** Ordinarily, there should not be more than one 

. , ^idul e-man between the noting hand and the 

officer who can give orders* , 


-- 4 ', 





h 



■ If a noting hand puts nip /-sort of .^qupry , tbe .■ 

•' ■■ ■ ’ o ff f cur- is quite . satisf ied , that a query has _ be en 

•Tan sed,; and many 'nu ^ he does .not. check wnethor itis>.,- 
easentigl :or no.t,,:d : ' o- ^ 

.... . third group seems to have made the tossing 
i . of papers^ an art., Some have very seri-usly 
explained why ^ they. 'Want to ask all sorts of questions. 

They .do so , so . that : in. future there w ould. be., enougn , 
material j relevant ■ and irrclqv.ant, to explain away • any . 

reeommendatign .or cbci.sidn. .... . ■ . . . 

Some of the; to? sing ■■ can be traced to the ingenuity 
or habit of some officers who use the directive 
•’PI-, speak” to av.oid anybody noticing the parking time 
thecas0oniij-SPaole»,» 

Ut.te''dqu 2 nieys . ihcrf jOFe' - siinplq but 

frsGUoht.. causes' -such' .as careless despatch, . . 
negligGncQ. in "enciosihg. .'all : the enclpsures, addrus'Sing . _ 

off Iter's* wrongly' or a ddrt s sin g 'officers' in line-' in ^e an- of 
simultaneously) . . 

>i<* Del .ay at e.acb station* uray be ’■due' -lo.J' 

(a') lack' of knowledge of law. and pr.:<codur'G_' 
caused by the absence 'of -training'' dr -bDok-s. (b) Misplacing: 

or. losing ' pe.pbrs, (c) Individual work-loac bring ticavy,^ ^ 
Cd) fiine ' taken for '’thinking’ - -(a fei:! acy) , ana • . , 

(,e-) quick transfers.. ■ . , • ' ' ' . 

. .' Gc-mplacency - reluctance to irivrsti .rate all 

’ ' 'delays - has ha.d a very "bad psychological Qf feet. 

Even when, delays' are oxpo'Sed,' they go unpunished. ' , 

*x= ■ ' ■ Checks which the CB v.-erniiu n t introduced ^ at various 

std'gos, e. g. , (a) laylh'g down time -limrtsf "• 

(b) .regular dafter inspections; (c) octu^ studies, 

and (d) coo'rdinatio.n meetings, met with the_.s.ame intt- ..s 
pfocedurps# ' ” ' • ■ ■■ , . ■ • . 

■• Loopholes and causes bf delay will have tc.^bve 
considered a.s ..a. whole .qnd a remedy prescribed 
in a .well-knit .-pro- ce.dUri.'^ ''instead of trying ;to plug holes 
as and when 'noticed: ; ' " ; ' ■ . '.. . . . ■ . ' 



** The present position cen be rGUiedled thus. We 

have to prescribe (l) Very .few halting places^ 

( 2 ) cneck's over toesing about of, popers.j .(3) early detection 
of perking of eases, (4) ■ systematic- reminders, (5; regular 
inspections, and (6) case studies. 

' The objective to be. achieved in, any system is 
maintanance of a complete and impartial check 
over? (a) every ■communication from, receipt to all stages 
of disposal, (b) every communication started in the office 
it-self,'(c) cutting down delays,' (d) assessment of , arrears, 
(e) assessment of the total period required for final ■ 

. disposal, and (f) equitable distribution of work. 

InspeGtions 

** It is truism to say that what is not inspected 

is not done. Inspection of an office should 
really help the Head of that office to findoout many-- 
things .'Which he.' would like to but has no time for 

** Inspections have corrective, reformative -and 

punitive value ,,,. As f®^ possible cor- 
rections' ..should b€ made on the spot. Oorrespondences 
should be avoided, ■ In such cases, (where somiething has 
bPG-nidone which is ■ just wrong).., the idea in pointing 
out a mistake would be to see 'that' it- does not repeat. 

This is reformative aspect. One reason -why inspections 
have no permiancnt effect is the quick transfers.-. Secondly, 
an office can reform itself only If the' Head of the 
Office takes personal interest, in the compliance., Lastly, 
punitive val.ue is diminishing. .Even serious or repeated 
mistakes go unpunished. .A tendency' is " evident t-o treat 
every miistake (initial' or repeated) as- an inevitable-;, 
iapsG, Any excuse seems to be acceptable.. 

,**' It has been repea.ted many times that inspections 

should not 'aim at fault-'-f inking but no- fault can 
be corrected unless it is found need not feel 

shy of admitting that inspections are meant to. ^ find ■ fault. 

** The- inspections should ®-.,s-sen'tially be by the 

- - -officer and not by his staff... This does not 
mean that the staff should' not se.e the papers-, .-/or . 
pr-epare notes on the subject, but it means '.that every 
inspection point should be vetted by the Inspecting officer. 

**■ Officers should pay surprise visits to subordinate 

offices without substituting them for normal 
inspections. 
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iVopcndi 

Tr9'/7 p 

Go py o f t OP Go vernaPo t of ' In dis , ‘Mixol s try 
of Ifome Affairs (Departffipnt of Adsinis-trative 
Epforms) letter No. 30/1/64-iiE dated the 
29th June, 1964,: . ■ _ ■ v. ■ ‘■ - 

■ OltICE MEhORAM IUM ’ 

■Suhi Public Grirvancf s - Setting up of separRtbODmpl aints ’ 

Ctells. . . , . , , : , : , 

As the Mini? tries are, probably aware., •there ha've 
been a nuniber of questions in Parliament addressed to 
the Bbirc Minister on the no, ;d for some .special machinery 
for looking into, public grie.vances against the adminis- 
tration, For this reason, sts also in view of the special 
role of the Homs Ministry, in combating corruption throughout 
adminstration, the question, of satisfactory- handling of 
complaints from , the . publl.c , has. ..been, under .examination in 
. this department, , ^ 

2, .It is , a. basic, prGposition..,t:hat^^’ to . retsponsi- 

bility for dealing with ,a compl aint . f rom the public lies 
.with the, Government organisation whose activity, or lack 
of activity, gives rise , to the complaint, Ihus, the 
higher levels of the hierarchical structure of an ■ 
organisation art expected to loQk into complaints against 
the .lower levels, . If toe interna,! e.rrangements within 
each organisation are. effective epough, totore .should be 
no .need for a, special ’b ut side. machinery to deal .with 



eoEplslnts. The fact that there has been a growing 
deoand for a speolal machinery indicates that the present 
arrangements within dspartments ' are not good enough from 
the point of view of giving satlsfactlch to the public. 

It IS, therefore, nee'essary to devise measures that will 

give substantial sr, tiqf 'optf-n +-r vo p-t • - 

w...uxsic-,ctiu'n to the public in the matter 

of grievc'iices again st , ±he adminstration. 

3. Brcaciiy,. public grievances can be of two categories 

(a) - grievances iiivolvlng corruption and lack of 

integrity ^n the part of Government servants 5 

(b) other grievances. ; a 

I-r ...aling with oatogcry (a), a special machinery has 
been brought Into existence to the form of the Central 
Tlgllance Commission. For dealing with category (b) an 
•butside" machtoary of this kind Is not considered 
necessary or feasible at present, partly because such 
a machinery ^might tend to become too cumbersome and huge 

and al^o because the 

fan such grievances can come from within departments and 
crgcnisrtions rather than from outside. 

It has therefore, been, decided that the ‘internal 

arrangements : tort hanOtog:complatota: and 

Should be ,ulciay,reviwed by each Htolstry,' special care 
being bestowed o.a the task b.v ttose Ministries whose work 



bring them o: 


t ti ■■ ir subro dinnte o ngan. 


.sat lens into touch 



Vith tte-:.public^-'. Iheir . review; tbwards 

two obaectiyes '. 


1) Tbe' svstembf hanSling eomplalnU' and grlevfflces 
biti tto/.aELstlng nierarohy of officers abould 
b©, tightened up to ensure that complaint 

receives quick end sympathetic attention. It aving 

. ■ In the outcome., as far. as possible., ha grouni in 
the mind of the complain ant -for a continued 
feeling, of., grievance.^ 


ii) For big organisations -having substantial cpatacts 

■ ' “ith the phi 1 C , there should be . a -aistinct cell 


under a epoolclly Se=l«"di,.?t“.S"’,Sitslde?' ■ 
hn'-sbould^if^^ a Sort of ’ohtsiuc 


which ■ S.-POUXU - ■~, 4 „. 4 --,v'n 

complaints’ agency within the orjanlsatieft MO 
thus abt aS'-h aecOhdp'che-ck on the adcqudcy of 
disposal of complaints^ 


5 . In regard to obiective^^(l) . the ebpk points listed 

in the questionnaire at Snclosure .1 ^may be found usefta. 

In making the review comperhensive , ^ 

•6, ' In regard to objective (ii) whore the size of ..the 

organisation and the extent of its dealings with the ^ 
public justify, a separate., cell shoula be set up through 
which, the 'head of the' orgehisation may find it poss.ible . 
to^ do a' quick and IndependGnt investi|ation o..f .selected . 
categories of complaints; ; ThisJ^ould help to keep the ■ , 
normal 'hierarchical channels alert and wou,ld. rtLso hclp^ 
to .build lip publ if confidence. If bhe. proposel^,.cfll.3 
'■ are. to''W really effective ,yhc.wever, two esse.ntials, wUl 

have to be seen tot- - ; ■ ■ 
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under the 

the joint aJcretary fir Mlnlsteries, 

offl^s ? ;;■ d“ attached 

afte“1fe Ltf ^ 1° 11“ 


“rf *® ‘’® to see 

foie? ?tii? 

be'-casGs"in 

have failed to elvr f tterarohloal channels 

- ■patentll^y kf?I! ®=‘ttsfa=tlon, or cases of a 

V. The Klnia tries will by now have set i,p, or be In 
the process of setting up, Enqulry-eum-Bsoeptlon Offices 
at suggested in the lilnlstry of Hone^ Affairs 1.0. Jb. 
S4/S2/64-A7I). , uated the 13th April, 1964 addressed to all 
. ngil^ce omoers.. as; these. Offices wttl be iocal Points 
■ for the public, it Is suggested that .the working of the 
aeporate Oomplaints ' Coll visual Ised In para 6 abo* aay 

with adv.tntag.-- hr ,=imro.+ -n i •• ,, ■ ' ' 

. - ^ b,. uuvftail,.,i,in the .working of the 

Brigniry-cum-Heception Offices pc. i ’• ' ' 

, f <~-s, in .Snclosure 

II tg this Memorandum. ■ * 

8. ^ AS the sanyukta Sadachar ; Samltl has now' started 

functioning, the Samltl will also be folardlng'coaplalnts 
Pcceiv.d by it to tte central Mgllanc.P, gomitlsslon or to 
the Ministries concerned, aokplalnts rocelved by the 
.i^aislrles from the Samltl, should also be dealt with in 

dplinf ;o' old j ; V e _V: ; :^d; i;; -d =0 

^ 5 - c,r pro.per registration at the 

Bhqniiry-.cum».fiece'ption Gbuhtopd infnT'mvaf-! ' ' 

^ V , . information regarding their 

disposal being furnished to-the •or.rr-tf,' J 

... , ^o .unt Qamiti wherever required by It.- 


9. The arrungciuent s liitr:-duccci .\s a result of the 

above .revi'eV. itay kludly be intiraatel to this Departavent 
by the 25th. July ^1964*-,; 


. • , ' ■ Sd/- N.K, ■■ Mukar jl 

..’ Joint • So pret'a'ry tb.'t-he Govt, of In 


iill . Ministries/ Dcoartments, of the Govt, of India, 

’ ■ • r'V • • ■ o , ■■■"•. ■ ■ . ■ r ^ • ; , • ... , , , ■ 

Questionnaire- coy^rilng -the' 'fiC re ikport ant, aspects to be 

■ borne in mind in reviewing thee.existing;' a.rrang.ements for 

handling complaints and-’g'riev.ances. 

C ■■■■■■ , ■ j 

i) Which are- the . areas of work, in the Ministry 
as .well as Attached-:. ahd Subcrr:ilnate offices 
where grievanpes from' thedpu^bl’lc are most 
numerous? „ 

• -•■ ...ii) Has a study’ bben made of these areas'' 'aimed at 

■ ■liimproving the organisation and simplifying the 

'•■'f ' 'h'Oo,me.thpds ofrw.ork, thus perhaps reducing occasions 
■•fcj,r';gfi;.ev.an,.'cib^^ 

"■ 'A;' ■ ■•’’O'.T ' . • .f/' ' >.■ 

^ 'there j'el,iablQ..rhthange.m/ni^ for receipt and 

acknowledgment of' ea'c^ e;C>M|;laint? Is there a 

• ■ ;set'-f5rm'''af acknowl^e'tfpfen.t'^ ' the complainant 

’info'rmed', . -.at the; of.- acknowledgement, as to 

' ' ' '•vfhen;lie may expbeh to/hear of the final out-come? 

' ■ . ;v 

Iv) Have'- 'time. targ,ets, been.;! a.id for the final 

• : dls'l^osal of '.cbttLpl .pints ?.../^e there arrangements 

' , . ■ for s;^oin.g tiikt these’ are.; adhered to? 

■'■■'/v-) When a. 'grievance against the work of an official 
; .:,;Or organisations is .jaddressed. to the next higher 

levf IL , 'is ah 'Ide pendent .mind-'alJpliod to Its 
disposal,;'.’or is :,it ■'.simply sent to the official 
or organisation, .co'mpiained against either for 
disposal or for report, without adequate 
arrangements, for follow up? . 
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vi) iiftei* a complaint has been finally dealt with, 

invariably informed o.f the 
out-come? Lre there Instructions to ensiire^^ 
that replies are not. unnecessarily -brusque or 
laconic ,' but couched in language calculated to 
satisfy? 

vii) '!Is ''there a reliable 'system of maintaining 

satistics or receipt and disposal of complaints? 

viii) P*re officers in key positions adequately aware 
of the growing importance of work relating to 
redress of grievances? Is this work checked, 
quantitatively.-and qualitatively, -at the time 
of inspections? 


■■■■■ ' :■ • . .. . =. .fiacl, II 

Outline shewing how,:, the :. Oom.plaints’^.. Cell -will .work 
in- tb-liaboration with- the ■ Bn-quiry-cum-Reception Center, 


i) Ihe Complaints Cell need' ■not;..necessariiy be locates 
along with the Inquiry-cum-Reception Counter# It 
. , will ho.wover , be necessary for a .'Clerk of the 

’'i,.' ■Coffi-plaints'-Gell to be' seated in the Enquiry-cum- 
Reception Counters • . : ;:y-; 

li) The Enquiry-cum-Reception Counter will then be 
', .designated as the 'ipolntoat. which public could 
i lodge ttieir complaints, If any. On receiving 
.' ..them'-, the ■.Go'unt err: Clerk Will ^eq ter it immediately 
' in.-, a- diary "with-' columns as-rspeeified in the 
proforma enelb'sed', . co,m pie ting. . the first four 
, columns thereof, 

ill) The eompiaiht itself: in-: or gin pi will than he 
- psi-ssed 'on to ' the." Ocmpl.aiin.bs V.Gell against 
. , _ receipted acknowledgment for undertaking 

s-uita'ble- ihv^stigatio.h. and r.eiped-ial action. 



-- ■■ 

. ■' ■:; . ' sip ul d no rmal ly ... h'e rih“' c ha rg^- -o-f- -GGj-sjsl-alnts,* ., Cel 1 
as well ,, wilT:.,&xaffilne the' js'gi step -eoch week tD 
see that it Is'V^rvPerly maiataiati. 

iv) When aetion, ha,, any particular compiniat is ' 

completed' eithhr.'by itself or the normal ■ • 

_,,MersrchiCcd chaan as tae case may he, the 

05mpIiihts’~'Sei-iY--afujit_^J^ the complainant p 

' of the findings of f-e eiViUlry-crIj'' tT£ '■■rsmedial- ■ 
action taken;, will have a suitable entiy tc 
that effect made in column 5 of the register. , 

v) The register v.dll also be scrutinise-d,,.or.co,,, a . 

month by the Head of the orgar'isation to see " ' \ 
how promptly complaints are bGing looked into 
and give such guidance as he might deem necessary 
for the espeditiourt’'.sposal of pending complaints, 
par ticul ary those cuustanding I’or over two months. 

, vi) In para' 3 of the Central Yigilancc Commission's 
letter Wo. 9/1/64- D,P, dated tee iBth April, 1964 
the Ministries were required to furnish to the 
Commission a series of itatemonus regarding 
disposal and pendency of complaints, vigilance 
cases and appeals. While it is open to the 
Ministries to devise such machinery as may suit 
their conditions for ensuring coa:-dination in 
the matter of collection of the relavant 
statistics required by the Central Vigilance 
Commission, it would appear that it would be 
most useful if the i®rk relating to the registration 
of complaints is centralised "^t the Bnqu5.ry- 
cum-Heception counter. If necessary, suitable 
instructions should be issued for ensuring that 
complaints received otherwise than at the 
Enquiry-cum-Beception Counter are also directed’ 
to that Counter for purposes of registration 
and transmission tc the Complalntr: Cell' 
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■aSGlSlEii SHOWING PUSLIfi. IGOMPtiilNTS HECBIVED AND DEALT 
■ • WITH IN THE MINISTRY/ DEPARTMENT/ OFFICE OF 


31. NamQ of the '’Brief gist ,,.,;To .whom Date of • Remarks 

No. complainant.' 'of the-' forwarded' .completion 
• ■ - '• "■complaint.- . .-.---of action, 

and; despatch. 

, 0 ,:. of reply to 

■ . , ■ the ■ complainant. 



SCHBDUL3' FOIt EXiaklWING ’ .iPPLIGx.TlONS 
FliDM THE PUS.IC cS: GOVT. S'lPLOIEES 


' ' Name, o f - State VP ' V ' ^ '' P; - r ■ 

2t Level examined (state. District, Tehsil/ Tsiliiq or 
- ;■ " , ELpckh, ' 


3., 

Identification of the compba 

Int. : examined. • ■ :* ■ 

3.1. . 

Office/ Department? .,...:.p .., 

^ ." - 1- : . ' 

Di.a.ry No, 'if complaint''’ ' ■ ' 


3.2,f 


'3 ♦ 3.,-- : 

■; i'Jb. -of -tho file j.n which the 

complain-bwas dealt with? 

3,4* V 

. 'Jfeate on whibh the eomplaint 



was received? 

3.6. , 

cSHi 

:;a*te of final, disposal? _ 


3,6, 

■ From whom received? 



a) Full adress" to. be given (if received 'difect- 

■■ from the applicant)? 

b) In case the" complaint has been rcceifyed through 
P .. o.-. ■ another. de^iPartment pleaso note the 'full address 

of the ai-Fl’icant''uridef (a), -nd here, note by 
whom it was .forwarded? 

"c) Monymous complaint? • 

3.7. , Specific issues raised/content (cf) tha complaint 
(if the subject matter is very long, please give 
a- brief summary, giving- the key ''word Sy‘from---tbe- 

■■ ■ P d original 'text) ? , ■ • ■ ■ ... . 

1, d Complaint* refers to any application, petition, 
representatiQ.n etc, .which indicates a sense of ' grievancr- 
on the part of the applicant. It may.’ be., an fOriginal 
application or application against -a previous, decision 
or action on the part of .toe admin strat ion. 

2, .Final disposal means that stage of action where no more 
action is required on the part of toe Department at which 
the complaint is selected for . this study. 




34.8.^..- Was the Goiiiplaint endorsed to others? 

3i'8. fii ■ (If yes) to -whom? 

3. 9iK, Was the complaint a fir st application or was it a ‘ 
request/petition for reconsideration of an earlier 
decision? 

3,9. B. (If appeal for recohsfderatio'h" of an earlier decision), 
were any new facts' put forward?’ 

4> Treatment in Dak Stage ' O’- 

4,1, VJas the complaint diarised (in dealing section.)? 

.4,2, (If yos), in which r egistor (General Register or pe tition 
■ : . . ' ■ ... Register or both .) ? 

- . ' .-Sv- , 

4.3, A. 'Was it acknowledgeablq.' or non-acknov;led.geable? 

4.3, B, (If acknowledge able) was- it acknowledged? 

4.4, . W'as it seen by higher- officers in the. dak stage,? 

4. 5, ' (If 'yes) what was the action taken, if any? 

a) Disposed of by the officer himself? 

^ ^ for action? 

c) Merely initialled?. 

4 ■ 

S. Nature of complaint- (Routine j Simple-, Complex, etc.) 


3, ho acknowled.geable com-p)laints are (i) In ter- departmental 
references Cii) Replies sent within ten . days (iii) Any 
other (PI. specify) ' ' ' ■ 

4,. For De,'fina'tion of Terms, see page. 71'of 'the Main Report, 
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g*' "" Levels Involved. ■■ 

■ - 1 -rr'i <5 frrouph wlinn the co-mplnint ^pussel? 

6.1, Number oi le/els tnrqug , , . . 

.f* L'^vf Is wnich were nec..;ssf;ry •? . . 


6 . 2 .' 


Number of 



6 . 3, 

6.4. 


number of Lovcl-s .wfclbb weK urinoctssaryr 


Maib reasons wby tbe leveis -abt cuiisib-b 

unnocessory. . . ■, 


7, 

7.1. 

7.2. 

7. -3. 


' taken fo .r_£iniiI—.^il 

Time actually tr-.ken? 


Was tue U3 
Tims the I' 


taben .iOi'mal - 


. i no rnal 1 y ' ' b e' ve ■ Be e n ■ t fiknc 1 


" 6 . 


’^ir-Mer^putting up^tra 

cSameAts/advicc- etc.', and giving, of order s. 


' • ‘ 4* hf*’' Tc vv?.X niox*c ttiO-H 

iDIf papers rasse,a tbio.U|h too 

once, tbs rs tbe .. 

■ througll tbe seiu " .‘*1 

corresponding_.No, of ley-.ls. : 


iii)This part '5'? 

V , of data mto all situations, 

adopted by 'i® -t-y ^as- tberbturn. of the same 

The greatest t-imec; a situation 

case to the- same rtnviaioa iVcui»' ■■schedule. 

for which there was no proyisvh in,..uux m 


6. Ine normal 

■ , (i) Where no other .x.f.tioe na.> , , 


16 .days 
30 lays 


Bruin tide/ ^ini.plQ' : ".i 1 : ■ • r, , . 

COKPICTC ' '■ ', up 

(11) .Where o'tbor indicate above, 

Normal time ,g^,’-'lc be wic... x 



7; 4. 

7.5, 

7.6. 

's, 

■9* 

’9.3.. 

9^2, 

9,3. 


^ ihg t.akpf] yqp abmgrma l) reasons for" Sal .,,, 

(Ihls question applies to pending t rfes also) T 
Are the rea^soas, clea^ from the file; ? 

Clf yes.) , what; are the reasons indicated? 

clear from the fil^ please ’ 
ask the persons on the,, spot) . . P-edse 

jy: tent ion to Remiod pr 

Was there adeq.uate attention to reminders? 

■ jiSjajfciSLB— Q-f de e i « .i n n .q. ,■ 

Was any decision taken? 

of -tfie^applloant info^nd 

• (If the request Was not .granted) . . . ' t 

■ “*=S=«''0 ^decision axplalnsd 

Any special features worth mentioning? 


The lard-stick is as follows:- 


Prompt, if within 4 davs np KiVi-' -tp, t - - 
data of decision. of, but ^acluaing, the 

fate, if between 4 and 7 days, 

Very late, if mo re, than 7 days.' ' ' 

witd the SS'ica^. rdply'^is .-^'““unication 

■■ ^worded in such' a w^y as 

understand easily the ?pS.,n?/S applicant to 

io-y toe reasuns/decisions. 


ADPeadlx ly . ^ 
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■ SCHEIULS K)a qgFlGB STi^F ' ' 

Name of the- State; in which, ■'’• 

2. Level -at. which working : (Secretariat Dlstricty 
, ' ■' • ' Te'hsil or Block)? 

., , 3,,:,' Department/li^ff'icG in which working? f p 

4,' , Designation? ' , ' . . > * ' ; 

6, Ag©y ' ■ ' ■■ " . ■' ., -P' 

• „ ' Bdw were you recruited?'^ (Becruitment through 

competitive examination,. 'Departmental Promotion, 

.. Direct ‘ke.crultmenty? ’ ; ' • 

7.1, Educational qualifications :■ (Highest exaatngtion 

" ’ , , ..p.asseci) ? . ' 

7.2, Departmental -testCs) passed, (if; •any'.)? ' ' 

7.3, iJiy special ('"qualifications for the. job held'? 

8.1. Total .leqgth df service ih Government? .. , 

8.2, Length of servicf ip-. this' Itepartment/offioe? 

9.1, ; Have your duties been defined in nelaiion to’ the 

handling of public appl'icati'o.h'.s.,. representations, 

.; etc. . ■ • ; ' ' ' 

7 "„:...7.77 yl.:l :■ '(,.'"7. . ■ .'d'-d'- ' 7'', ''■''■7. u,:.p^''';.7-;(:(7'i: 

9. '2. (If yes) what are ■ they ? (Please 'mention the three 

most important duties)--.- 

10. How frequent are the transfers of,- perjO-ns dealing 
(wholly or partly) .,¥lth-'^.repip^e'nt'atfdns etc, , of 

7-' ; ■ the: ^public ? ;-77 . 7 ’.7;,' 77 ' 

11.1, - Have you -:ha,d;.'ari’y" training with special references 

to the- handling of public- grievances? ■ - 

■ .vd' ' '".■‘-t' i-..- ; 7- ■ 7';.:^' :,77''; -.}• d. , '.'7''»7".. 77: ' ■■ :i',,''7;';7' 7:':f‘'-^-*.(77^:''..'" 

11.2, . (If yes), where was it given? ' ' , d -.. 

li;3. What was its duration? ■■ 


11,4^ What ver,' the -main things taught ? (Please mention 
the three mo st_- impo_rtant things),. 

11.5, ' Were you also 'told how to handle complaints etc, , 

■ from- the ^public? , . ' 

11.6, How far has it ’helped you in ycuf present job? 

' ' . • ■■ ■ , . ' ' . - ' -f: • • ' 

1.2.1. Are there Departmental Manual’s/Ml es and Instructions, 

for your present job? ■ 

. * 

12.2, (If yas), How much use are you la’aking of thein? 

12.3, Are the complaints from public received in your 

office Jiarised or entered in a register? 

.13, m you, think the previous pape.ps and reeords-; are ‘ 

■ ■■' kept in such as way that they 'af'e ’h-^adily 
available? 

14.1. Is the statment of pending cases prepared? 

14.2. ? ( If .yes ) . is it put up to officers? 

14.3. Is it scruitinised by officers? 

14, 4v.' How frequently ' is the statment of pending cases 
prepared? 1 • 

15. IV iire there sufficient incentives for good work in 
Government service? 

l-’5.2, ( Xf. no ) .what can be: done to provide incentives for 

16.3. How much is bad lAprk tolerated or ignored by 'Officers? 
16 .-i* What do you think about- the worl^Load on you? 

( I£..,..V e.r.y. ■, h e av.v o r . he pv v ) _ ' 

16,2, Is 1^ heavy always or some times? 

16, -3, What are the E'asons-' for .this? 

17.1, Fame (optional) 

Designation (optional)' . 
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;\cr.endix 7 
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II 1 us t r ,3 1 i ve . ?a’se Ngg..,.! 

A* rer^^o seritation ..lat.o'd 30» l»64:waS- submitted ini' 
a' Fishermen Cooperative Society..to. the State Minister ' 
for *Ind:ustrl€: s £tnd Coiuiuorco i>. .. ./fhi.s ■ was repoivoct -by. tbo 
BOc4rd of’ Revenue through the Kevenuev Department for 
necessary action and ;iBpor.t.^;.. fhe j .in their 

representation, "di’ew, attentisn ■ to-, th<^ government orders 
' to ' the effect that fisheries tanks shiiild be let nut to 
the Fishermens’ 'S'oeietyj and. co.mpl,r.ined that, -in contra- 
vention of these orders, .the, village hank was leased out 
'' t*6'*thG some other influential- -Per so.ns by the'- Tehsildar 
Of -that laluka. - The ,.£b ciety^ had requested' that the" 
fisheries t tank be alio ttqd^ tp 4 heiii,. . iTbey • further requested 
that the society be given the right of felling of tree^'. 

2 . - On 6 , 2 . 64 , a letter was .sent; - tp the .District Collector 
-'dsking ro Phis"'" report! On J 2 . 3 ,.G 4 ,-.a.,.,rGminder"wa 3 issued. . 
■This' tvas followed up with two dQmi-pffiGial re-minders -on 
i 4 . 4 .G 4 ,and’ i 2 , 5 , 64 . . On 25 . 5.64 the, CoU.edtor -asked- for 
a cd'py. of the original reference, which wa^ not -traceable 
in his'office, . A copy of the sime, .Wfis^ssnt 'to.’-him on 
26 , 5 , 64 . bn'l 3 . 6,64 rerciode.r . was issued .;tQ the Collector 

adklhg'for hisTeport, . ^ . ... . .. ^ f' ■, • 

3 , ■ ’■■■ ■ The Colloctor ^nt an intor-im ,refly- ori - 30 .- 7,64 
siying- ihaP final reply would be sent on receipt of 
reports from the concerned officers. The Department of 
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lievenao reminded the ■'"Bi or’d' of He venue on 4 t, 8>64 for 
oxi- diting the report* In turn, the Board of "deYenue 
reminded the Collector again on 8*9*64* On 27.10*64 an. 
interim reply was received from the Collector* The 
Collector was again reminded on 30oir^64 and demi- , 

officially on 5.1.65* An interim reply was received 
from ’the • Collector on 23.1*65 stating that he was still. , . 
awaiting reports from the concerned officers. The 
Collector was reminded again on 4*.3*65*- The Bevenue 
Itepartment also reminded the Board of Heyenue on 24,3*65 
with a copy to the Collector, The Collector again sent 
an interim" reply on 5,4.65* The Collector was agaan .■ 

' Cn i5*'7*£6j' 

the Collector again sent in an interim reply. The 
■'Collector was reminded again on 20*8.65 and 10.9,65* The-. 
Department of Revenue, also reminded the Board of Revenue. 
on 13.9.65»‘ Further interim reply was received from . the 
Collector on 22-r9«65, On 8.11*65, the. Collector was 
again reminded. The Revenue Department al so . reminded 
, the . Collector on 9*12.65. The Board of Revenue again 
reminded the Collector on 13* 12#65 and 22*1*66.. A D*0* - 

reminder from the Revenue Department was received by. .the 
Board of Ko'venuG'/'' On 16*..2*'66 the Board, of Revenue sent .■ 


I»s 
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an -iiitorlp jreply: to the KeVena* : ISpsrtoont with an 
^dorseme-nt -to the :Oo'iTsetor> ■ A reminder dated 2.3.66 

„.ae received hy, the B.ard hi Revenue from ^ the Revenue 

Department,..: to Interim raply^ w,as aerit by the Bo ard of 

revenue to the Revenue De:,JarOr.ent on lfi.3.6B and'the 
.colleotar was .also, reminded. On 22.4.66 a reference was 
received from .the :Hevenue .lapartment stating that the 
■ case, be; dispp sed of in, the light nf-othe Governoent ■ . 

Instructions Issued .in July, l^S.d On- 26.4.66, an 
Ipterlm, reply, was rc 9 eiyeJ.:fro:m the,.Colleietor. The 

' .collector was farther, reminded, on, 19.6.66 and' demlofflclally 

on 25 » 6,66 and ■ 

4 , .Two years and-a-half after the : Coll t-c tor was ■ 
first asked for a reuftrt.:2B,_6,,2,64.A,the, Collector sent 
his report on 11 , 8 , 66 . 0 ; Re stated, tn^ this report that 
in vlew.Qf ihp Go.vernment orders Issued in December,- 1962 
the Fisheries tanks could not be leased out to tee . . 

Society, He reeoitm.endcd 'rejection of the Society' s ^ . , 

request so that the rights c.mld be ' 1 eyed to the Harljans 

and Backward cl-astos.. He also contended that Government 

orders pf .,2,10,62 were ,to, lease the riyts .to the 

societies of Harljans and Baokwyd classes tod not to the 

Cooperative of’ Fisberm^. 


9 
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6, On 24.t8.66 a further letter was sent . by the .Board., 

of lie.venuG to the Cbllector that his report was not .. . 
complete and that he should furnish information about- • 
the lo.cntion of the land, where the ta?ees stand and in 


whom the rights vest, ,The report ...was -required to;: be. 
furnished within a, fortnight, lieminders to Collector 


were issued 


.28.10,66. 


2,11.66, a letter 



was received from the Collector asking for a copy oi tne 

reference, dated 24,8.66, .-.A .copy was supplied to the ^ 

Collecto.r on 21,11,66, The Collectbr was. further 

.1,3.67 

■reminded -cn- 3. 1.67, /and 30.3,67. : At the time, of examination 
of this case by the Study Team on 3Q, 0*67, . a .repo pt- from 


the Collector was 


Chronology of events 


20,.1'.6.4 The. reference was received,.' 

5,2.64 - Put up by the office, with a draft letter to the 
Collector asking for his report. 


iem.inder ti 


reminder 


d for a co.py, of .the original-i- reference 
rted untraceabie in his office. 

■ieinal 'reference furnished to the Collector 


,,.s. 0.75 : 


13,6*64 A reffiliider te Collector issued-, .asking for his 
'v;,' • reports ■' ■ 

30.7.64 Ml Interim reply dated 24*7.64;. received, from the 

. ^-’Oo saying that a final ' f dpi y ^uld^he sent 

on receipt oT replies from the concerned officers. 

4.8.64 A reminder dated " l,.'8,64' received from the "Ilevenue 

repartment, ► ' 

8.9.64 Collector. reminded to expedite report and an 
interim reply _ sent to He venue Department, 

7.10.64 Collector again reminded.. ^ 

■87 .10 .64 iua.. ' in teilm r epl y d at ed" 20 .^-iO ,64 r ec e-ived f rdni the 
Coll ec ter. . 

30.11*64 Reminder: to Collector issued. 

6.1.65 . D.O .premihder- to- -Gollector- vas' sent,. *' ; ■ 

23*1.66 An interim reply received , from .the Collector. 

. ..He-was still a’«?aiting the -leports' from' the' ■ 
concerned officers*; -7 - 

4, , -3, 6:5c-; Go-ilGctGr again reMnded,. ■ ' : V ■ 

I6.g*65.:.. liepiindef: dated ll2,'3.'65 received- from the He venue c 
Department. , . 

24.3,66 iln interim reply sent to the Hevenue Department 
with a copy to the Odllector. ' '■ ■ 

5.4.65 Jn' interim reply- dated'-. 29. 3-,65-' received' frdJD' the 

Collector. ' ' ’ . ‘ . 

7.5.65 ]( Collhdtor ''aghin’ reminded;. ' ' '' ■ • 

26.6.65) 1 - , r . 

■-16»7,.65 Inter^B^-reply dated 6,7,66 iredeived from the 

•; d7:::7p':'y;-:7 

20.8.65] ( Ctollector l;gMn"'temind'ed. '' y 

10 . 9.65 i 
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13.9;65' riemin’cler df-ted 8, 'S.S'S 'received froci, the' Kevdhue 
Depcrtm-'^nt., 

22.9.65 M . interim;, reply' dated., 17,-9. 6:5 rec'ei'^®<5: from the 

; . Collector.; ' ... - ■ , 

8.11,£6 . Cpillector reminded:, ^ ^ , ., ... . 

9.12.66 A copy of reminder to Collector issued by the 

riev-enue ..Department recei’Ved. .■■ ^ . 

13,12„65'l Collector again 'reminded. 

22.1.66 X . .p 

6.2,66. . .xl do- reminder from the lievenue:, Department, received.. 

16.2.66 xin interim reply sent to the Revenue Department 
with an endorsement to the Collector., p .a 

4.3.66 Reminder .dated.. 2. 3,66 received from- th# '.Revenue. 

Dep-ar tine n't. ■ 

16.3',66' fUi interim, reply sent- to the. Revenue,. Department 
and Cfollector also reminded, 

22.4.66 Reference received ,, from the Revenue Departm-efijt . 
for the disposal of the case in the light of the 

. . Govt. Instructions , Issued in.Jul-y, 1965, . .....A'-' 

25.4.66 jrtfi interim reply received from the Collector. 

19.6.66 Collector remin.ded. ■ ■ 

2o.6..66 X Collector, reminded d emi-offici.ally, . : . 

::'i; -i:' i:' • ■ ■ r;,' 

1'1,8,S3 Report fromi the Collector received-. 

21.3.66 Collector informed that his* report was incomplete 

.and. .should provide informatio.n on -.some, of the. - 
o'cher points. . ' ' ., ■■■'■*•• 

30.9.66 X Reminders to Collector issued*. . ■.( -• 
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7:«'11*B.6j da tod 1:1,66' : rec el el' f ro'm- tlie . ■ 

Collector asking for a copy of reference 
o;'.' da.ted " 6'.'6.66, "■■■■'■ o'- ■ ; ' . . 

21*'-ll*66:i' GOip'y suppli^od,-: 'to: 'the Collector and requested 
for lEinedi^^te reply. 

26. Hi 66 idi interim reply received from the Collector. 
3,1*67 Collector reminded. 

23.1*67 Interim reply dated 10*1*67 received from the 

0." ■.Goi:ii0.CtOr.'':: ■ r’e. 

lv.S'*6.7; ' •■'.• Collector remind ed.'" ■ ' 

30; 3;67 Jin-o ther' rominder; to Collector -was: under: 'issue . 

:i, The base reveals’ that the' 'government machinery 

moves very sio'wly'and in a'"routineway.' tfo importance is 
attached' ti:y*the'-''cO'iiiffiunic a t-i'on received by the lower * 
‘author it •res. The higher -'out ho rille's also' do -not -bother 

to haul up the defaulting 'c-fficials*.-. Even- the d'emr- 
O'fflcial '^rein’in’dc-rs had not had the' 'devSired"pffect, There 
'•was ‘ enormous delay oh the port o-f tne' COlle'ctor ''in 
furnishing- frio' report whic h -w-as 'even then •-Incomplete.' It 
Is rather ‘ama'a in g' that the' Coll ector","'’ after having been 
reminded three"'or four' ti'me s', ''asked for'a-topy of "b'e 
originai' referen'c'eV So' could Ifsve’dbne' so on rec'oipt of 
' the very ''first ''Reminder’ 'ifcis 'speaks ill of 'the way 
■re’fer'ences ''from i^vernm“ent"ar©’’'nanclled’-'''tn his o'ffice, 

■'The report of "the Collector was leceived 'after a bout ' 

20 reminders and It took nearly three years to -get a'' 



report from him. Even then, the report was found in coiEplete 
and he had to be asked' for furthGr'.-re^p^^ 3;bJ.s:i'S an 
extremely sorry state of affiirs** /It points to the need 
for indicating cl early to the Subordinate '.authorities, 

ohe specific point's -pn .which the comments or the report 

■ ■ ■■• ■ ' ■' .... ... ■ ■ 

Is required. It also , emphasize s . the .need for care on the 
part of subordln.at.e. authorities to. furnish complete 
information/report cn all the points in the first instance* 
.This additional Inforiaatibn, which was simple .in. n.atu re 
had not been received from' the dollector tilt .i^ai'ch and 
1967 even after having served him with five reminders* 

Si.. In their communication datpd.; -SliSiSS the Board of 

iievenue had asked the OollGctor 'tO' S'hnd his-further report 
within a fortnight* Sven after several., 'reminders and a 
lapse of seven months the report was not forthcoming. 

. ffo notice seems to have been taken '-by the Boa-rd of Revenue 
gn the conduct of the Collector for not-. complying with 
the specific order and for nbt adhering .to.. th.G,., stipule ted 
Meric d of time* This "is a clear ■defiance. pf authority 
of the Board of Revenue , who also . acquiesced in it, 

9„ Failure to take punitive -a-ctlon pun der... rules in 

respect of erring official s ' 5 ' both^ i-ov;. and, -high;, in this 
case, speaks volumes of laxity in the process of adminis'- 
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„ •■ ■ - . • . n 1 n c^lrpti Case ifc . '.■,11. 

The case Is in respect of 9; . Clerk of the Civil 
•Surieon^ s office. ,The OLork .was. -susF^ended • froto service 
on l.'lvi964 on charges of., misapprpprl.dteion ,pf government 
funds amounting to Es. 1,016, 6C, ,■ Jie, was sanctioned while 
, un dir suspension, a subsistence allowance upto 30.6.1965. 

2. On 27,11.65, the Clerk, represented to the Director 

of Health Services, with a copy to, the Civil Surgeon and 
the Secretary, Heal.t.h Department that ■ though he' continues 
tb bW' under suspension, and entitl-ed to' receive- subsistence 
allowance', "the" sanction fpr it had,,no.t been renewed after 
its expiry on .36.6.1965. He compXa.ined of hardship "and 
reqiiested further sanction of subsistence allowance ■ from 

-■ 1.7.1966 onwards. ' ■ 

■ Si ' ‘ The 'Director of Health Servie’es., -on receiving this 

■■'request, Initiated the case ^ans wrote to the Secretary 
'■ffeal't-h Department, pn_ 29, 11.65 ,for .1he issue of , necessary 
sanction. 'Ihls he followed up py^ .a .reminder -on' 7'.12,65. 

" Tfee ■‘Secr^-'tary Health _ re Partment. asked the Director' of 
Health Services- on -7. 12.65' to furnish information, oh the 

: 'd-'v'.'''-- d . d- . '-'d 'd ■ '.d-'; -Od p:;;':d;,P,dd--;;^^^'Jiddd'd:'d--.' .dd"'o.'- : -'.dO-d..*: 'v'; :d„d'..V. ■; d:' .p. ■ .■ ^ddd: ,ddd'.;...:'.;..:,;::':.:dd':''.'' 

.dl;. ."idr''- "'7"' ■ 7''d"-'"' -d'.'".' ■ 7''7':.-7'.''’'?d7'dddpd'^;3'.dd'd.dd. pd."'.; d..\:'..0" ...-'...d 'v..do.'^,d;.'-d..';,''.'.d -,;d',;.pd^v':'::.',v''':'.'d.d--:d'':'d''^:dd.';dd-d-'^^^^^^ 

.:d.'::;:follo:.wiHg:t- :7 ■'•P-7^:'7'7''77d7--dV:; dl.d‘''-7'ddd;7d-;.:'7;7 ;''':7..'od/.'';;.:.r7 

1, the date of ervlce of charge sheet; 

|i|||i|dp!dp:2:i:|h6asDnfp|hid|s^^ 
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4. present stage of the ease; and 

6. steps' taken for 'expediting ■ the clisnoscl of 
; the proceedings, " - ■ ' 

4, . , -On 16,12.65, the Glv^rk anderr susp:'ension sent' a 

reaiinj.er t;-- -the Qlrector- of Health Services, ’ vitti' a copy 

to the :Secret&ry EGalth"- Dep-ar4n-ient. ' He sent another 

, reoinoor- on 30*12,65 to the Secretary, Heal th ' Department , 

with .a copy .to., the Director.- of- Health^'Servic-es. Ihe^' 

.. Socretary;* -fi-ealth .Department , sent a fe-mindf'.r'’ ti the Director 

.01 Hf ,-ith Services oa-8,l„S6, and ’an- other ' reminidef Ion 

. •!:'»2,66,. i,gain ^n 16,2.66, the Clerk sent a telegraphic 

, ; reminder, to, the.: Secretary Health" Dap rcrtment; • Thereupon 

Secro.tary Health.. .-.Department seh't" a-D;0-. remihder to the 

Director :d:f Health .'Services, on 24.2.66. On 10. 3.66 ' the 

Director of Health Services sent in complrte ihfdfmation 

ano;. e.-mplete information -was sent by him bn IS.S.ee,” ■ The 

Secretary Health, Dspartment on getting the information 

referred the. case, on l9.'3c66- -to the .Finance' Department 

. . 4-r ^.aaction. As the case -was already very b'adly ' delayed , 

tne -Finance IfePartments' clearande was obtained personally 

.. and the' -government 'order sanctioning; the ^s'ubsistence ' allowance 

was a t lung last issued on 21.3,66. ' 




lo r oc ap itul at o’ tne chro nolo gy o f even t s at a gl anet 
Chronology of Events . „ ■, , , ;v 


27,,11.65' The •appliCcnt wro te to’’' the /i)irpclor of ^ 

Services, with a ; copy to Civil Surgeon 4,' „ 

; ' Secretary Health 'Dehartmeht complaining of 

hardship and req.u0 sting renewal of sanction . 

' ' "• -for suhsistence allowance from 1,7,65 onwards. 

:,29-illi&6 Director, Health Servico's wrote td 'Sfecretary 
(Health) to .the same effect. ; ■ 

7,12i65 Director (Health Services'* , re f.dnded .Secretary 
^.(Hehlthyi- ■ •" ' ■' ' ■ ' 

13*I2*6'5 ■■ .Secretary '(Eeaith) asked' Director '(Health 
Services) for certain , information;. 

15il2.66 The applicant sent .another reminder. , to Director 

. . .■'X.(H'ealth' 'services )■' with' a' Copy"' tb Secretary (Health). 


a3'*I2'.6'5 


15i 12.66 


SGslS.66 


:8il4:66oj. 


9.2.66 


.I6'i&66 


24;'2466. 


10/ 3X66: 


. The applicant' seht another reminder to Secretary 
(Health) with a copy .to.. Dire c 'tor ..(Health , 
Services)'* ■ •' ' ' 

. 'Secretary" (-Health) sent' ist reminder to Erector 
(Health Services). .. ' , . ■ , 

Secretary (Health) sQ.nt gnd ^ reminder to jDlrector 
■"’(Health Service's), 

‘ The" applicant sent tele'grap'hic reminder to 
Secreto.ry (Health) , . 

Secret'ai‘ 7 ' .(Health), sent . D.O.,. 3rd reminder to 
‘X ^Di-ficMh('^H©alih':(:siryiceb')X:d‘:'''r::p;.x-o:^ 

■■'■ 'Di'K^ctbr' (Heal i.B,' Services) . submitted the reciuired 


■ I8#''3, 6.6 r r^r ec to 








19.3^66 Cpse x^ras referred to Finance Departinc-nt for ■ 
' ^Sanction and got the case sanctioned personally, 

21. 3. €6 Government orders sanctioning the subsistence 
a].lowance were issued, 




■6. ,, This' isltypical Qftbadly:;.dbiayed . cases in the 

government Depantments. .I'he action- bn-the Part of the 
iidministration should have been automatic. The Givli'' ' 
Surgocn. or the Director of Health Services should have 
initiated the case in early May ’66 on their own. Even , 
after the^ Clerk had . represented it took nearly four mb'nths 
to sanction the subsistence allowance. The- Director of 
Heal th' Se- -Vices should not. have taken 3 months to furni.sh 
the information asked. for by the Secretary Health ■ 

Department. The information called for was simple and should 
haye -been readily available: in the' office of the ■ Director- • 

1 B.ectLth Services, The delay on his part for 3 months is 
iiiGxpi ic cit>l 0 4 ,, xii foct^/thG Dir 0 C toi*8 10 of IloBlth SorvicG'S 
been aware of the .rules on the subject he would have ■ • ' 

furnished complete information' in the very first instance 
when, he referred the ca.se to 'the J^cretariat on 29,-11.6,6.'' ' 

The clerk had to suffer avoidable hardship because of then' 
inefficiency on the Part of ^Administration, • The case'' shows 
clearly that while the personnel in' goYernment- .organizations 
are responsible for ' delays, ■ it is the individuals, be they 
government employees or citizens who. suffer the hardships 
caused by these del .ays, ^ ' „ . . ' ' - 


'Mr- 



Ihe;,|prQ;eQdU:r©3.adopted for, tbe .disposal of 


Gorverniiierit business have, considerable, bearing on, .the., 
efficiency with which- the work is .carried .on in rGoyernment 
l1Offi9.es,. .It is, ..therefore, necessary to, .examine and , 
modify procedures whenever a ch.ange is called for^ . , 

The, following procedure is . ac.cordingly . suggested, as a- 
model for hand! ing^_appiicatipns, .from the public . .arid , . 
Government employ.ees. . 



1, rll applications, repres-ontations , complaints, 

pf*titions, ete...rf oeived by an officer or.^his office should 
be entered.- in., a special register having the following 
^columns;.-'. 

1 ' 2 3 '4 5 6 7 

Sl.lfc. Ifc. & From 'whom Brief To "whom Date -of Date & 

of the date received sub- given .-ac.k- nature of 

appli- of the (.Full- jsct, ' noledge -final 

Cation, appli- , address). . ;; ment. disposal 

■ cationfP 

, . ■ , reply 

■ ■ ■ ' * ' * ' ■■■ sent etc. 

Ihe registrationydin.stead'Qf leingudone,:^ 

place in the Petition I-ieglster shoold be eccording to 
well-defined areas or categories- e. g. District wise 
i'.lie'''59eeetefdthe ^psta:te:<i^:Fl^ldj|fefeeii*^:nu:lel 
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/.L.lv; -¥i^e in the case of Tehsil or Taluq level. A 
block of pages should be' al'i'6tt|CW the 

registration numbers should be consecutive in the case 
cf each... anea, though m,ade distingulshabie' by three or 
fppr.. alphabetical- letters representing that district.' 
i'or example., a, register in a Secretariat Department or-'n' 
Oxfice/Seption of the. Head of Department in Rajasthan 
State would ..have the pages allotted to. each District, 
arranged alpbabotically .qs follows:- . 


District 


... .Pages al 

j'lwar 


1-10 

Bharat pur 


11 - 20 

Is.ipur 


21 - 30 

Udaipur . 


31 — 40 


9 9 ? 9 snd so on, 

^ The a’ctual registration nu-^mbers on each page 

.will be' as follows:- - 


Date ; 1„ 1.1967 


1/67 - iiLWAii 
2/67 ^ -AlWim 
3/67"!- -ALWiiR 


2a.a967 


■S/67'-^-' iiLWAR?: 
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Bharatpur 

Date i 1,1.19^7- 


2/67"- 


5 " 5 5 ^ ’ ’ ’ 


and so on. 


.' \ t’d-' .-'V'"'* " ; 4- - v --T COKSO. ttlO pTBSOTit 

■■'■'Itie ■■ ^ is suggests • - .•x.;,. 

■ ’ ■■ ■' ■■ " ■■ ' ’' *' v-oT»+"ininE to a particular 

'■afiflculty whoreby tne oases pert.iMing^, 

ar^d'ana still penling cannot be eaSU-Uj . -. .. . • 

+' t%e Officer for on-the-spot enquiry or 
handed over to the .ilicc ^ , ,,,. . ^ 

IfoU^^^-^P-' naFPens. ^ o g- r - .■• • , ^ of 

■ ' -■ " • ■■ •■’ poflp will 'Wave the added advan ag- 

. Ihe proceduse-. suggestpO m . • . 

■ ,i.,„ce the number of b^li-tloas -ce.ved 

knowing at a gidncc ci _ :;o. ■ . ,■• , 

■ ' ■ ■ ■•■nVtV'.r n-ture of tieir problems j and 

fro* each-area and the nature, c , ^ 

“vi olr bp -^n di spo sed of or no t 
whet tier they have bten ax...i __ ■ - 

. , . ,Aorbeglsbr:«oa, sucbof ,.be applicdfons 

'l. bavo not been sfeVby tbe Branch • 

.. --I' I '’ o.i,.-. ■ . , p . , +-r. -.htia 'for his- peictsal-. 

earaier j will bft :sul»ltted to. hm Jo ^ 

‘ ' thesl as wll as. of applications, reo t „ , 

Officer- will.. h.ijtsf:lf dispose, -of as nan,y P 
:Of(.,i,ccr , , ,'..1 h»o„ . .p^ticaW the action 

■' '^posslbie,- while: o.n.p.tnWfote. «ill . ^ _,, 

needed on..the, p.arijCfvtte offUe. -■ , 

nfeiaer-ysurerlatenaent-shohlttheep 

5 ... , .1^10 , Sectiqa;.0?f£psr.. ^>up , ^ ^ ^ 

■ ’ " ■*’ 4, . KAr ir' ri !?•■■ desk ■cnl. ©ndei' o,f 

,a.. nQ.tb:vdd,h’3|s.,pe5sq.n,,ai-''^^^ ' ■" ' ^ 

■ ■ ' ’ ' ’ " . 4 - r. ^A•li•ring‘•bto■§l1^t' hdtion 'or-pn which 

lmportant',?.eo©lP-t.s -;r|e%Ptm " 




MMPif 
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^ be complf: ted by a specified date, 

i-nis will en-Qolo him to- keep a/.watcb.dP progress of action. 

- ^ p- •. j,GKJDklLEDrTTC?.'iB:MT' " 

■ ®:: , 'J-1 applications should invariably be acknowledged 

.-under the- signature of the Section Officer/Superintendent/ 
-^r the P.s./P. to the- Minister or officer 
o-nc, rned. . Applic-otlons belonging to" the following 
dategorles. need not be acknowledged ; 

^■bfec^“?Hos|®wScrc“nt°t“®^®?®‘^ arplloatlons 

capable of 

« -ii ■ where the Head of 

.... :-.. to 

ii) -iPPlicstions from Government employees. 

.--.-d,,.,: iii). .Inter-dGpf,rt|ncntal references/ ~ 

‘ ”^'nb'ciall^o?\Sate?nf Possessing 

: ...unsubstantial character.'^^'* obviously 

v) Where a. copy of the application hno ■ 

the offic-kr- comv-.ht-n^^ + i ^tne to 

• ...^ . and copies 

■'- Minister) ‘"as^t^ftef of 

- - indecent 

■ ■ aieglblo or iniinteiri|ih^|.l *>PPll=ation is 


V. The following types of applications should not 

be entertained gid the ar'pTicantq qhoni/^ -k 

. a.ior-icants snould be suitably informed 

PPcferably at the- tliae of the acknowledgement' iteelf-: 
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can , be taken -iii -such Court, Tribunal or other 
authority. 

ii:)Lb-iippf ica'tions. , cont ainln'g- cbm'pl aints,, r.el atjing 
to the- aSinihistration of Civil Gr-l'Crimin al 
’ justice ; ■ . . , : , - , ■ 


iil)" Applications in, respect of which the applicant 
.'has omitted, or seems to have omitted," to 
approach the competf^ht Grievance Off ice.r7:.-at, the 
.District or Head of Ifepartment; or. State 
" Secretariat level-, for redress (except where 

there are roasohable grounds for. such omission). 


r\ 

iv). Applications which have been .considered and 
■ '■■'■'''decided by the ..Government in the past and np,., 

, new facts, ••#hich merit reco.nsideration of the ^ • 
■" ■ 'case, are br-oughtto .light. • ■•'■■■ 

v) When the ap-plicatloa. id so bel rated that i'ts 

consideration is clearly, impossible -oh is debarred 
by rules. .. . ■ . ■• ^ -O-' 

Vi) When the -aPi licati^on is for-'employffient to posts 
not unldr 'the '.administrative' contro'lAof 
Government 'or to.', posts- under the adminstrative 
control bf Governm.pnt not' made. .in pu-r-suance of 
■ any.' rule or announcment r eg -.^rding f applications 
’■■■'■ V' for 'such- employment. ' -• ‘ 

'vii)-When the application is a roprosentatipn against 
a decision which is,, declared to. be flfial by any 
.. law of statutory rulej .-' '■'■' 

' . , ’ I- 

viii)’ .When , the application is against a failure by 
•' GoV'ernmen't to exercise a ‘discretion vested in 
■' ' them by law or rule, _ ... •: vi.o.'-, 

ix')'' When the • application .i§ ' a ' representation 
■•'■■ ■'against the' .action p-l- an' individusdt o-r of a 
‘'body of indi^-lldals 'regarding, the private 
■•' , relations o''fit''he: 0)plicant ■-'ahd such individual 

■■'■ ■' or body.,'", ' ■d''" ' " . 


8 * 


xi draft aciinowlp-dgcaient lette-r is suggested at 
^ixinexure I (page 195) ■: 


K)IJa/.AkD1NG of .iPPLIGATlOIS 
9. . .Applications received from citizens by higher 

a.utborities by way of general endorsement should not be 
forwarded .to lower 'authoritib's for report or actioia, 
when it is clear that its copy hat -already 'gone to the 
officer competen.t to ’t ake action. ■ In other cases, the 
copy should simply be forwarded to such competent officer 
under dntimoation to tho 'applicant. -Where it Is necessary 
fo'b' t'te higher authorities to call for a report of the 
:s,utordinate affice/officGr;' " :-d ^ 

a) The application 'should be- forwarded to,- him in 

■■ original with, the request for. its. return, ■ Time 

, i ■ 'and effort 'need not be 'epent in making a copy 

simply for fear of the los's or mispracement of 
the original. " howe'yer as a safeguard .against 
"the po vssibility' of its- loss, or misplacement, 

■ the gist of the application shouid.be briefly 

mentioned both in* the communication' calling 
for a report and in, its office copy,..- - ■ 

b) Copies of the application, should be' made only 
■ in, cases where conmients or reports, -have to be 

Called for from' more than one officer, in which 
case they should be asked simuitaneously for 
their reports/ comments. ■ 

c) The minimum time limit for receiving reports/ 
comments should be one month on the higher side, 
though a shorter peridd should be prescribed w her 
ever it is considered possible. If reply is not 
received within the prescribed* time-limit , the 
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V : . . mattvr.tS n»|il 4 -be td'- ^ jao tlce ■ " f '■ the 

. off leer \afcove the level of the delaying .'fficer 
.(in the Q3.sG :0f '•si.ster -offib-Gs) shd ,seriQ^,c. 

-• no tied ' shjuld be taken of the del ay /on the" 

■■.■■r. /Part of thf subordinate officer (vicie p'.-i06) 

;,.4S , a metter. of ..■general ..prsc.tice j askihg-'-the.Pcoinpetent 
0:^|icer bolqw.-.for .-a/report en .the ;cdmplaint.,0f ■ a'c-itizon 
.-should be an exception rether-. than thd rul4.' ^ ,.■/ 

11. If th€' applicntion: received from, a .citizen ■■ivS, in 
.th.G-.nature-vfrnn •appeal' aga.inst 'the- decislon/Cf -^'su-ch lower 
competent . off leer, r. It. .should ■.be.-fo.WaPdGd'^'t'O- the dffiaer 
competent to r.-^view the decision, unless thedappdll.ate 
officer has..iff|iselfju^ 2 ?f 4 dl^.-.ttS'd.ai^^ such cases, 


the appeallate, off ice r ■■should .. as'l^ theo officer appealed 



ort -alorng. .with', all 'the. relevant papers 
The appellate officer' should review the 


manuhicate it 


case carefully 


paper s ^’Shouid' t -hen be returned to" the competent 

for filing 'cind "fecording. • ■■ ■ • . ' 

12i'''- ^ A draff letter forwarding applications i 
in isnhexu're II. 'V” ' t ■f"'''- '' 


sugfbsted 
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2L TIP FI NPt and H-tJfDLIHO OF HFinEIPlS! 

13., The :applicatlon.s. Ojr. receipt- should be allotted 
ouo of the categories ffleatlaiied\;heresf ter '^depend lug upon 
the hind of action .needed: .for their The appii> 

cations should be disposed of .within the, time limit indi«ated 
against each category., ^aniost .Invariably 
di'^-licati^ns ^is delayed,,, .and ;.the,,de^ ay is always out-. pf 
.proportion; to .the nature .or .category pf the application. 

,lh,at ds.,tQ say,.., even siuiple .cases .which should .ordinarily 

fee, .disposed of In^Watters , of minutes, ^ ^ delayed consi- 
derably, , _ ‘ ‘ 


•(a) .Gat( 


.-■Boutine & simple 


• ^ ^pGkfeowledgements, .for, information, 

^ reminders, asking for/ fhrhishing 
,;ca ■ l-PPers/aplication of simple rules/ 

precadents) , ... 

- . . . ... 16 days 

- .(b.)' Cgtemry R - ^ 

(Involving Psiiey Issues, ■ 

relaxation of rules, etc.’) go isys 

14. If other offices have' to be consulted or whore 
report has to be called for fro* subrodluate offices.," 
the period for disposal of a case shouid bb twice the—" 
Peri.'jd indicated above, 

:.p4vpfe.?P,fl.l,= atlon:. sho.uld-.no.hally.be, treaty 
a.fjlealn itsfelfland deiltwith -:oh:its jhife, 




I , ' * 



unless- there rre.stjio®, , 

Mter41sposal^the o.ase should he placed In 'the area- . 

wiae hunae.qf disposed of cases. ' The 'appltcatlons of, 

-the 'Person^# If He ’Sf theceifleyee., 
effect made In the. Petition' Register. :"■. 

-'. V-i) 'l-rdlhaWS^ , 

!f S?",v offic3“lnd/or staf* should be required 
tq-'dlsiifei'Of the'..C!ise, as, comp^-etely as 

■po'sWltie"»'‘’‘ i-. . ' ... ■ v.':'" f .' ': 

■■ '-a) 'within thrde. clear ils'”^ 

,;i, M'o' ,4 Wghor'authotltflll ®gg*ng°in 

. ■■ fv necessary., 

:w'’ efqSIryTtoS^ 

' ', ' ^"^?e vhlct if S the Headquarters Of 




J' 


■;i'^ 


places, . .„., 

11) but 

.... j“i 

=o.f, ■„. ,1.,- ^ 
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16, la tjae offices at the District level offices' of 
the- H'eads of Department '-and in the Secretariat Departments, 
the number of levels required to put upjnotes; should be 
defiiird, Jic-eping in view the following principles;**:-:. 


i) la^.Secfetprlat 'f 
Head of .Depprfm. 


tfae Q] 


a) Wuere officer-oriented system has been ' 
intro ducedj n., ting ■should, be done by; • 
not^.moro than two levels, including the 
decision-ffiaking level but excluding the 

b) other offices, the noting should be hy 
. jjot more than three levels, including the 




a) 'Wbhre^officer.q^kfiented system has been 

d)ne by only one 
level, VIZ, decision making level but thnt 
tqp^ should be confined to the brief recording 

decision wfeerl 

is deaf or where reasons 

■ £ contained in the reply 

, to the .aPplicaot,_ .no noting need be done. 

^ done by not 

making 1 ?vSl! the decision 


■ the lines between the ^ j. 

,1 Pdf 

case-keeping in vlew,_the., generffi principles ml^tloned 
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for the offices, at the iistrict level. As already 
stated the transaction of Government business at 
these level is generally through personal contacts 
and is informal, and in such a situation^ the 
Government employees often do not record the 
particular action taken by them or the reasons 
therefor* At these levels this does not generally 
need one or two brief senteness - this applies 
also to the record of the meeting with non- 
off icials-and this should be done invariably; 

Failure to take act i-^n where action is due, or 
incomplete action arising out of ignorance of rules 
or inadequate attention to the details of the case, 
or attempt at ‘‘tossing" of papers and roping in 
others where action oh decision is the sole 
responsibility of the officer himself-all these 
should be taken serious note of and suitable 
action should be taken against the defaulting 
officer ( vide P./'S^ surra ) . 


CHECKS ON DELAYS 

To exercise effective checks on delays, a weekly 
arrear statement should be prepared by off ice/ section and 

thioughly scrutinized by the officer concerned. This helps 

'm . ■ /■ . ■ . 

to give a statistical picture of the number of applications 
received and dealt with during the week together with a 
detailed analysis, of the number pending. This enables the 
officer to keep a watch on the progress of the work and to 
take suitable steps to expedite ' action on delayed cases, 

18, Statement of cases pending disposal for over one 
month should also be prepared, , This helps to bring to 
the notice of the officers', the cases that have been pending 
disposal for over a month and where and why. 




19. ii draft weiay arrear- statement and a monthly 
statement is- s at Mnexure III..- 





* ' ’ *SU'b'Ject ...... 

. Si?,- ■ , . ; ■ : ; .. . .. i ' 

. . ' TtaisV'is to aclbaowi^^ reoeipt of . your. -communication 

..to- say ' th-at ; > ; . . ; -- o' w 

your" tequest is- receiving, attention and a further 
r. , communication will , be sent to . you sbortly/by 

2^ Xhe Co Him en t s/f^epor t’ of# •-#*••.#,#.•.• « •#-*•#■# ,ia being 
call ed/in t.h.e. ■•■matter. ' This; Is likely to take 
' ' days and a further communication 


will be sent to you by about 

3) Your request, it is regretted, cannot ‘be 

considered because of the following 

(a) the matter is pending before Court/ Tribunal. 

■*C- 

(b) the matter can be taken to a Cburt/ Tribunal. 

lie) the application contains complaint relating 
to the admlnfetratipn of Civil or Criminal 
justice , ; _ ' 

(d) etc. . 


/'Tours' faithfully, 
Ik B C) ' 

’ ‘*Thij§-I'p.aper ■-may; be ■ folde3'’T'1T1!b"hed'~T3i*'^q-h .way. that this 

■ ■■address-/eaa,: b6:'use.d.- by 'Po>stal;iduths.rities. . ■ 
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■tn .Appendix •TO 


Subject 


Dated t he • • » 


Enclosed in original^, is an. application dated 


rece ived ..f roci 


on the above subject. It is requested that, your report/ 
GOffiments in the, matter may please be forwarded to this office 
within. ...... .-.,:..d.ays. The application, may also please be 

.'■returned along, with your reply. ,,, 

'■ 2', Your comruent/Hepqrt is: needed, particularly on the 

. following., poipt'ss ■. /' 


( A B G) 


To 

iPr •■.■■The. 


The 'gubject' should .be - given so comprehensively that 
it serves as a gist if the original application is 
lost. The office copy of this should be invariably 
retained. 

lien e:,pglye:i 
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Appendix VIII; . . 
(It8f. Page 140) 


. >10 del Guide-lines for making Applications to Government, 


The cltikns’ contact with the Government has been 

increasing with growing state participation in various 

public welfare and developmental activities. Governmental 

agencies at different levels htove to make thousands of 

decisiens affecting individuals directly. Many appli- 

cations are ...made to Governraent with, one reQuest or., other. 

It is often.nsafd that the Adminlstratidh is not responsive 

to the needs and aspirations of the’ people and many of the 

ar/plicatigns. made to it. are i either ’dei oyed" considerably or 

they remain unattended'''to . I’Ther- is adtiittedly some 

^u stifle a tL-.*n for this complaint* - ’■ 

While; Government is taking all pb ssible steps to 

ensure '-quick and- prompt action on the applications received 

from public,: it has been observed that in a large?’ number 
,;P : ' ; ■ is I'.-' 

of case's the work of - Adciinistration./being made difficult 

by the 'public itself. Manyi-of ;the applications received 

are either i.ncpffipletG or frivolus or cp;pi'e:s of the same 

applications 3*6 endorsed to’ a largey-numb^r of authorities. 

■ : t j ■ ■ ■ ■ ■ . 

Sometimes applicoti-cn's -are w ritten '‘In a vague language and 
fail to] indicate the: precise/purpose o'f the- application. 
This tre^tfs uhnecess-ayy confusion there-by .wastliigthe 
time of V ariou's sfflc63Ps .handling the app-’licatiohs without 
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bringing.: aAy- ■■useful jcsujt to the applicants. iiLl this 
could be avoided to a great -fext on t if 'certain basic 
consi:deratiDn-s: are rkept in.- view' by the peoplg-, .It would 
then be easier for the Adminstration to handle •sp.pltcations 
etc. received . from 'the ‘pecqjlG "ihore promptly and cut to 
a^:great extent unec'ess'ary and irksome delays,. 

If you have to ■^irit.e to Government on any matter 
you co'nsider importantj laro are some guidelines. By 
observing them you .will be helping yourself no less than 
.you will be helping the adminstration,. 

■'■'''• ■ ; ^ Guide-lines ' / 

' .It may please Joe ensured, that the. application 

.pertains- to .some' genuine request or problem ah'd is 

within the pervlew of ' the ncrmal, activity of theCGovern- 

, men t.. The following types of aP'plicatlon,S are not 

■ 'lik'ely to be entertained by the. Government. 

: i) applications relating to matter's which are 

pending before any Court or Tribunal.? or other 
; similar authority,, G,r regarding which proce ^dings 

•can be taken in such Court, Tribunal or other 

r t:P'd.: .dp-p. PaUtli3::hit|||Ss':- ^ 

ii'). applications containing c ompraints relating to 
■■ ■■ , .the. adminstration' of ■ Civil-:. q.,r.: Cripiln-al .justice; 

, . ill) applications in respect ..o.f., which the applicant 

. has. omitted or seems to have ■'omitted to approach 
, • thg competent -5 Grievance Officer at the District 
.; ' -dr -'Sead of ''ifep'nrtment or State: .Secretariat level 

for redress (except, .where, there are reasonable 
grounds for sich omission)..^ ' 




,;iv) applications ■w hich have bcGn cdnsiderea 'and 

■ -"■■■ '-dec'ided by 'the .ifovGrriment in the. past, and, no 
neWfacts, which merit reconsideration of the' 

• Casey are brought' to light| , i 

v) when. the. arJp'lication is so. belated that. .its 
consideration is clearly 'impossible ' or is 
debarred by rule sf .. 

vi')- ]fihea the' '••appliGation is- for emp.l.o.yiAen.t. ,to. posts 
not und'^'r the administrative coictrol of 
Go'^v p'rnmen t of to t p.o.o t s und er . t he • a-dmin s tr at i ve 
■ cpn-irol of Government not made in pursuance of 

any rule of ■announcement regarding applications 
- . ..for such effiploymeni} 

vii) when the application is a representation 
against- a decision .which-'. is- declared to be 
final by any law or statutory rule *; 

,V;iil) when the application is against a failure by 
• Government to -exercise a discretion vested in 
them by law or rule ; - ■ . .. 

when the application is a representation against 
'•the ^action of an individual pr of a .bo..dy of 
individuals regarding the pfivate relations of 
the applicant and such ■individual or .body, 


x) annoymousj,:-' pseudonymous or .unsigned applications \ 
(except where they contain specific olibgations 
. .--capable of verification -and where the Head of 
. 'tOffice at his-' discfe'-.t'ion, ,-desire the' action to 
....'be .initiated:) -j 

xi) applications which »fe iil.l,egibl_e,-'br un-int«lligible 


■ -xti) bPPl;tb.ations -wlcich -nr-e ;-i#rittGn' 

: tlpd ; bif 

ii i )p - pppIi c. a|:ip lb a"' -Pbi |pf i pp: as 

; • ■■ ,pf' ■adyajh,.cing,:'-a ,;'Glaiiii'',d-f-an’ 0 bviously''unsubstantial 

xiv) ‘when.- the appl'ic btion' is-’"against a ’failure by 
go verhment-%G;,-exdr-ci'S6.': ''a'- discretion vested in 
them by law or rule. ' 
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2; The; applica sl-puld generally be addressed to / 

the local officer who may immedlstely' be concerned with . 
the subject matter,' .However, if It is not clear as to who 
sucb'-offlcer is'j tbe. ^ may be addressed to the- » 

Secretary to- -the Department concerned at the state level, 
or ■•to ■.theMHead of De,partment, of to the District; Collector^' 
as the case mayjljei . ^The applicant may write to .superior ' 
authorities only-.wijien a. reply is not received within a ' " 

reasonable time or in case he is not satisfied with the 
reply received in which case a copy of the 'reply received 
from the local officer may also be enclosed. ■ 

3i If the .-.same officer is, required to be' addressed ■ 
again on the same subject, the dal^^) of earlier appli- 
cation. (s) and number and date' of the comimuhi cations 
received on the said application, if any be quoted. It - 
will. .help in locating the earlier papers easily," * ■ 

4, '■' '. AS far as possible copies of the same applicntioh '■ 
should not be endorsed to many off leers at the lower -Or 
the higher level-,, r -Action will be tabenonly by "the' ’ . 

officer concernedJ other officers who have 'received 
copies of the application will normally not take any '■ 
notice of t he'm-. . - If however, you know that the officer-.' ' 
addressing you,., will have to "'.ask ‘comments or report of ' ■ 
other officer., send him if possible' as ‘many spare copies 
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of the applications . as yoia think -will be the number of 
offtccrg,consul‘t*d by him. ■ 

■S': .As far' as possible an application 'to Government 

should be made only by tke persons about his own problems. 
The sP'Pl.ic ant should indicate his name and address clearly 
failing, possibly be sent or a reply even 

if sent, may not be^ received--- by' the applicant* ' 

6. The applicant- should sign the application in his/her 
own hpnd at-.. the appropriate pi rce. In case the applicant is 

tl^ application should be authenticated by the 
thumb impression _ (Left hand thumb impression in case the 
applicant is. .a man and ri.g.ht hand' thumb impression in case 
the ap^^pllcant Is- a woman)./ 

7. in . ca-se the - application is delivered personally in an 
off ice* ,. a. r.eceipt there of -may : be ' obtained either' on the ' ' 
office copy, or separately. The applicants should pay the 

postal charges in full and in advance whan the app^lication 
:ls(:serit ;by;:post..:, '■ ■ ■'(•■PV: 'I;;- 

8. Applleatipu s:houi-d not ordin'arily be made' through 
postcards unless the subject matter is very short, 

9. The-.aPPl-icat-lGns' should as far as po'sslble be 
written , in ink or^ typed, • It should be clear and easily 
legible so that , the : reader may have ho ' difficulty in 
ieliin|p::ik,/i.;|,o^:. ; " ’-p 
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10* The appllcaticn sh.uld be, written as concisely as 
the nature of the case cslmits of* It should at the same 
time eontain all- t.he m,ater„ial facts ,of the case and be 
complete in itself. It shotild'-eMd 'm request. 

This ■v»:Uld ,obviate the necessity o'f calling.for mofe : 
information .from the applicant ah thus avoid delay in 
the disposal of the application^ ■ " . 1 ' 

11. Separate applications should be made for different 
.subjects, even if the subjects concern the same officer. 

^In Case more subjects are dealt with in the same appli- 
cation, there is danger of some of the items being 
delayed or being not attended to at all. 

12. -It may please be ensured that your application 
is complete in respect of the following check-po int s 

1) Designation and address of the officer to whom 
the application is to be made. 

ii) Applicants’ full Name and address 
(Village, Taluka, Distt. etc.) 

ill) Age, profession and father^ name of the applicant 
wherever necessary, 

iv) Subject matter and content of the application. 

v) Whether any application on the subject was made 
earlier. If yes, indicate clearly as to when 
the application was made, 

vi) Was the earlier appli^-ation disposed of by the 
concerned officer or is it , still pending. In 
ease it was disposed of, number and date of the 
, I',,,' -o communication received from the said officer may 
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■ ' 'be .;quQ ted '.and, cass it is possible; a 
thereof may be enclosed,- ■ • 

.vii) Describe in simple and clear 1 anguage thq 
■■■' purpose of -the application and its detciil 

'viii)r-Diat&,: of the.-, applications and signature or 
impression of the applicant,- ' • 
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A DPendlx IX 
(Ref:.' Rage. ,142) 


SUMMARY OF OUR FIUDIMGS,- • R'EGOMMiiiMDATIOKS 
AND SUGGESTIONS FOR, FURTHER RESEARCH' 


(Our -redommendations .are underliaed. Those 
in the nature of suggestions ■ for further 
study, are- marked .with' asteris'k (*), Others 
are in the natur 0 ''.o.f',f;a'ct,s. and findings) , 


•: S£iU--to..Rage 


ifate g-2,i:,.,& R :fl 3:i c at , ; ^0iQ3 


1 . In the sample studied by us, there 
is a preponderance of “bimple-routine 
cases (64^) 5 comple.x cases are about 
half, that number' 


2, 'The' number '-of complex; cases declines 

perceptibly as one... goes down "■’the.. area- 
level st'-' ' ■ 

3. Only 19,^ ,Qf the ■ total a-ppIlcatio.ns . ,. ••■. ■''I 
in oiir sample''were received through 

'Ministers- and n% from MPs,,,.MLAs 3 . 

' etc.. -- comprising about onb;T.fourth - 

of ::)ithO;;;:Mt KI:;::lb|tbii^ 

^'4V 'tTheriils : Ree(|t iier rbl 

:;'.:lt:- 'wae tf eally ./necessbr^^^^^ 
to submit- their ap:pli'catioi:;s .through 
the Ministers.' A further .probe;- into,' the 
reasons which .mob-lYate' t’hetbii.i:|nfii''.to';. ,. , 
■ submit, his'-applicatiohbto'Ta |fliii-^'|er"'; '/t”'-,; 
wo'uld seem., to be, ^ 
effort. ’ '• '- • - ‘ ' - 


74 


75 


77 


77 


r 

A.’-'T i'-' 

''Vr*,. .... A 






5. In eomparison with tho large number 
of applications which are diarised, 
the number of applications which are 
not diarised is quite small (only 
■ j but considerihg the .importance 
.of dlafisingj .this small percentage 
seems to be quite serious. * 79 


6 0 -AH aPDlicfihiOPI from' thfi nnhl ic" 

-in a separ.a te : ■ 
• ■ .petition f egister .V ■ . ; 

■imSi^Alitl^d^ eiEent o f anpl Ic a t io ps : 




of aclmowledgeable and non- 
:eable applications is almost 
■Vided, ^Of the acknowledgeable 
ns, a ■littel"'ie.ss""th'an 
are actually acknowledgeai... 


i^^^-SC^howl ed semen t of pdpI icbtinng 


f ^ Q. nstit i ^te s a. deplor able commun Icatlnn 


which , c a a ., , aM,_should . be f m ed 


..mp rove t he image of 


■P eople 


atio, na by Of fle er s- in 


A largo number of applications ’ ( 
are submitted to officers in dai 
but only a ■ small number ( 8 %) are 
of by the officers themselves, 

Ihe. nature of applications ~ rou 
complex - hardly makes 
oifforerjce as far as disposal by 
of....cers in dak-s,tage is concern 
Paradoxical though it may seem,' 
appeps that the .larger the nuib 
01’ s impl 0 — po u “t in oca. so s ■, t fci6.v his 

the proportion of direct dfspo si 

by officers, •. ■■ . ■ . -■ 

Ihe paradox mentioned above need 
a deeper probe through further 

St'UQ.l8&# ' 
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S'. -Ifela-V-B % 

>■■ ’ISv' Only one-fourth of the totalcases 

are disposed of in the normal .time. 

The remaining-thrta - fcaurths are ' 
delayed. 

13, It .is- not merely _t he complexity of ■ 
rules y regulation’s and procedures 
that lead" .to delays obviously, 
laxity of the Mministration and 
supervision, lack' of Interest and 
of spirit of res'po risibility, lack 
of sensitivity towards public 
interest may be some' of the other 
contributory factors. 94 


14. The extent of delay , goes on decreasing. , 

as bne goes down the area level. ' 96 

15. Onb' of the- major causes of delays 

appears to ’be the inter-departmental 
references op refererjces to 
subordinates. ' • 96 

16. .In,t,e,.r s ,dp p: a r . t£;,£iilal,Z a £f.is,a , , re, t flmnc.e.s 

/and s bP aX, d ..,.j3g,..jli^:PLg^arily:.,_Kh$a-jL^^^^ necessary/ 

simultaneously ■ Clf more than: orie of flee is to be 

consulted ) , The refer enc e s ho ul d 
be' complete listing all, the point.s 
ori which consultation is to be done . 

Control over subordinate offices, for ■ p 
nrompt reply ' should be tightened .. ‘ ; 9^ 

• 17, Specifying time. limits for disposal 

of, 'applications has not m'acie any 
significant impact on the speed of 
disposal..’/ ., ' ' . ' ■ „ . 97 

* 18. Th-^s woulci spnm. tp„ eoint lo the 

iieel for probing, Ihp', pro blejp/.fiir^ 

>rltja, pheclal ’pefereneg bj. ,thie:/rol,e , 

.'.■r'r' ,, o.f zporale pnd motivation of the 

^ ’.E^ttsonnei , invo3 ved.^al ■ ell ' hlnrarohlnai 
. " d',. j. Levels* , 

. ■ ’ ' 'S'.*. 
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i9. Delays occur both at the lower • :■ 
nierarchical levels (the level 
nn ®i''i'‘icer/Superintefi^ent . 

the' higher ones (above 

the Section Of 1 leer)-*.. • .The extent 

i uelay at the lower levels is- 

greater, than that at the . 

cauqpQ The, major contributory 

CctusGs-vf delay are delays in 

subordinate offices ' combined with . 
icsci, oi lollow-up action. 


Be f . to n ; 


ige 
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B xr_so:anGl Pm h i g 


ems 


2Cv 


of the staff feel that ' 

1 ,, them ’is heavy or very' 

V ’ Iho nuicbor of higher ^"^fficors 
who complained to us .oT heavy wo rk!lo^d" "• 
througL .wastage of their time in 
inf ructuou s work , meetings , conferences , 

etc., vas. also quite large. .-xqs 


ff 


^21. The problem 
heeds to be 

through further eye 

personnel policies- 
■■ -^hd more enlightened.. human ap-prcach. - 


'f efficiency of sta 
examined in detail 
study with an eye 


105 


28 , 




^^^sideratibn whether •• 

government .■■ 

employees pending for more thpu'en-'-.. 
year, should not be’ brought within " 
if «f--tokpar.’.and Dokayukt-a 

frn.^ fh ®s_oelays, as distinct 
from the merits of the case are' 
;bOiieerned.;v-e: f - . 
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0; in ion -about tbe adequacy and 
eff iciericy'of tbe p^esenb 0 & k ■ 
Organisation was; divided 5 some ■ ^ 
officers even said that the 0 & M 
authority had never visited their 
offices. 


!trengt honing 
and ensu ring 
■ ; an-d w ork-et 
f: a view to 


in . all offices 
elltflinating in 
imr)rovin.g work 
anhibt' ins 


scale of penalties 1: 
i-se confide atlal5,....w 

a :scaieo.b.f* incentive 
PT-:r ec 1 at lb n . prize s . 
iistbntlv good' w:).rfegr 


ratio n of ffianu-als a n d ■ bringing 
;o~da.te in a consol idatea ’i^anner 
[ ration of one vh' -, re none exists 
nt at fbhtion.: : :i d-;;: 0 
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Saf. to 


vbr dp aljla^g 




) ^ilLih^Stato Lptml 


2S-^i_M£E££ate_lastitu of th^ -str + n 

Dir ector for ‘ ' ' ’ 

no € s ee^i 


”T“r 

uO 


instead tlriat 


ci tlz~?os 
Te ’ 


L-n 


'cl 

tend 


De -er et-ar 1 at :De 


grievances does 

i jg:g_ps.sary. ■ ■ y/e recG'girfi&nd ' 

the secro ta rie s'. to Go v^rntTiii^at. 


ya-rtffient and the 


toe ' attach 


"diiTin a ted 

gnln vane e of f Ic?y~Tn" 

•tnat Particula] 


D n nc t io n s a s 


ir d 


the repor t. 


'artm ent with the 

Jnf ined: in the m ain ~bodv 


of 


119 


29. Ihc 


in 


■ grie vanc e o f f i n p-t> 

ft££££il£D£tZT eghnical- Di^ar tm^;;Tri.hid;Ta 
wl , tfc _ths ^^j.lsthnc— fnl l - - 
— - - t-OR.qi.h1p a ng hart-tim e o therwl.gie ^ 


!lther i_cieartmp nt 


■SIX. ka.. ilfjdxn a 


-Sl lf y anQe .ihfxi^ ^ with t n o 

La in *f“ h yyi r.- •? L ^ V'"" 


h ody of thP r-pp.prt. 
-PixJidJijXlis yei nnrl hpli-fy 
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■Bkkkt Ill toimn t s s lo h pr stould 


levanoe Qffiohr at 
it h the - f n no 1 1 p n,c. . 
il-iLi:kdy_C'f .Jhe fopcrt . 122 


'-1 fiXUP .t. ._Gri'ev a njc e C f f 

--ca(LDiXhc^i,yil£^';b 

kiir _ fun G tin n s 
il_vlththi? Arsi 




fMl^MSflolf i ccr ■ if 


DlS.tr let Gri 


he main body' of ~thp 


report . 122 




.*33, Before , the Bistrfct' GrleYsnces ■ Qomiriittees 
are foriac--d in any '{State'," the working of 
the present District Grievance ‘ Goffiffilttees 
in-;Ptinjab, Haryah.h and Mahdya Pradesh 
need to be studied- ’in greater ■ detail . • 126 



It. Is also for consideration; whethe-r 
the eaQouragement. of Giti^.dns'.’-. Mvice 
Bureaux-. bn • I^Dluntany bast2'"wbul d_- be^- 
more effective-' tban'fprffiat.tbn- of' -Di-strict 
Grievance Gojumittee®. 


Ml^ 'ajibl ie a t iQ ns should ■ . Invarr 
aela3pva:Mged. under • the: -siehatg 
thdv'Sectlon -0 f f Ic er7 Suterint en 


br'"officer-cd 
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49. The proceduro to be lald_ down as a rpsulfe 


of our reeommandations should he followed 


from time to time so as to .hrijitL.J?o 


light the ¥eak spots need! 


action 


IJBRABY h-i 


h Ref» to pane 

44. ApDlleahlons received by hl.iher 

authorities hv way of an endorsement 
should not he forwarded for report 
or f^r action where It Is clear that 


CQ-py "has ' already gone" "f o'"" the 


officer competent to take action. 


In other cases, the 


C02I 


should simply 


he forwarded to such officer for 


necessary 
the apDlli 


action under Intimation to 


:ant. Alongside this. It Is 


necessary that serious view should he 
taken of officers who fall to exercise 


th 


^ dele gated 


powers and rosconsl- 


hllltles. 


138 


45. Appeals should be reviewed In accordance 
with the procedura Indlcatad In the main 


46 . 


body of the report . 

Clear-cut Instructions for handling 
cf applications from citizens should 


139 


laid down for the 


g u idance 


of 


o f fleers on the lines of the model ; 
suggested hy us in Appendix ¥11. ■ 

47. Instructions should also he laid down 

on the lines Indicated hy us In AP'.oondlx 
YIII and published for the guidance of 
the puhllc . r 

48. By way of Implementation and follow-up 
of our recommendations the supervision 
and. inspec'Bion need to he conslderahiy 
Improved and strengthened. As a part of 
this, particular attention needs to he 

TO’d ^ 6"THe TO'SP’ST At 1 m "S''m S C hh t'l hy"'"'CTr 

weekly and Hrunlhly- g' l Y ttamaiit - s ' of pandlTig 

prahes". ^ ^ ^ 


140 


140 


